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Introduction 
THERESAM. MAYLONE 
INTHE EARLY 197Os,JOHN BERGERCREATED a television series for the British 
Broadcasting Corporation called “Ways of Seeing.” Following the televi- 
sion series, Berger created a book, also called Ways$Seeing (Berger, 1974) 
which, like the television series, could be said to be “about” art and visual 
images. This issue of Library Trends is “about” qualitative research in the 
same ways that Berger’s Ways of Seeing is “about” art; we are using a con- 
cept-in the one case, art, in the other, qualitative research-to investi-
gate a “way of knowing,” to understand and make sense of the phenom- 
ena we observe in our professional and academic settings. In Berger’s 
words: 
Seeing comes before words. The child looks and recognizes before 
it can speak. But there is also another sense in which seeing comes 
before words. It is the seeing which establishes our place in the sur- 
rounding world; we explain that world with words, but can never 
undo the fact that we are surrounded by it. The relation between 
what we see and what we know is never settled. . . . This seeing which 
comes before words, and can never be quite covered by them, is not 
a question of mechanically responding to stimuli. . . . We never look 
atjust one thing; we are always looking at the relation between things 
and ourselves. Our vision is continually active, continually moving, 
continually holding things in a circle around itself, constituting what 
is present to us as we are. . . . And often dialogue is an attempt to 
verbalize this-an attempt to explain how, whether metaphorically 
or literally, “you see things,” and an attempt to discover how “he sees 
things.” (pp. 7-9) 
Theresa M. Maylone, Palmer School of Library and Information Science, Long Island 
University, 720 Northern Boulevard, Brookville, NY 11548 
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Qualitative research, in the way that the following articles discuss it and 
provide examples of its practice, is also about ways of seeing. Starting with 
“interesting, curious or anomalous phenomena” which the researcher 
“observes, discovers, or stumbles across” (Marshall 8c Rossman, 1995,p. 
16), the qualitative researcher sees (observes) these in the context of a 
natural (rather than experimental) setting. The goal of research, what- 
ever its methodology, is understanding gained through a process of dis- 
covery. What is expressed in qualitative research is a process of discovery 
which asserts particular assumptions of how knowledge is perceived and 
acquired-a particular epistemology-particularly knowledge of complex 
human social interactions. 
This collection of articles grew out of Library Research Seminar I, a 
unique and wonderful conference held in Tallahassee, Florida, in 1996. 
The conference was unique in that it required presentations to demon- 
strate, in the supportive context of research, the confluence of academi- 
cians and practitioners. And the conference was wonderful because it 
succeeded so well in demonstrating the value and power of research for 
all areas of the profession. Because there was no published proceeding of 
the conference, we (along with others who were excited by the quality of 
the presentations) sought an outlet for publication. The papers repre- 
sented many research traditions but, because it is our particular interest, 
the large number of presentations employing a qualitative methodology 
or issuing from a naturalistic approach struck us as a significant indicator 
of the growing prevalence of qualitative research in the library-related 
contexts of the seminar. 
Not all the articles in this issue of Library Trends are exactly as pre- 
sented at the Library Research Seminar I. M’hen we approached authors 
for contributions, many felt they wanted to refine their papers-either 
because of direct responses received at the seminar or because of the 
influence of others’ seminar papers on their initial perspective. Original 
papers have also been added to broaden the library-related context to 
include such themes as the teaching of qualitative research and a view of 
qualitative research from the perspective of journal editors. 
In assembling the presentations that follow, we started from the as- 
sumption that one of the key responsibilities of the library profession is to 
facilitate the process of perceiving and acquiring knowledge in an envi- 
ronment of complex human social interaction. Academics and practitio- 
ners share the responsibility in the complementary roles that they play in 
professional practice. They also share the responsibility for research, par- 
ticularly research that risks accepted norms by informing-and being in- 
formed by-research methods and traditions that cross the boundaries of 
narrowly defined academic disciplines. 
There have been many recent and excellent discussions about research 
traditions and disciplinary foundations in library and information science 
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(e.g., Bradley, 1993; Budd, 1995; Glazier & Powell, 1992; Mellon, 1990; 
Pierce, 1987; Sandstrom & Sandstrom, 1995). We trust that the articles 
that follow will add significance to these discussions and make contribu- 
tions of their own. 
In an instructive bibliographic essay, Jim Horn traces four frameworks 
that have provided the underpinnings of many qualitative studies: sym- 
bolic interactionism, phenomenological description, contructivist herme- 
neutics, and critical studies. The richness of these informing traditions is 
indicative of the fertility that qualitative approaches hold out to the rigor- 
ous, receptive, and creative researcher. 
Qualitative research may be as longitudinal as any extended clinical 
study in the quantitative tradition. Similarly, many qualitative studies look 
at the same phenomenon over time, but the intent is often to build new 
theory rather than to test existing theory. Gary Radford, singly and in 
collaboration with other researchers, has been developing a body of re- 
search that probes the inadequacies of the positivist epistemology. In the 
research essay he presents here, Radford’s focus is on the modern aca- 
demic library (particularly its users), but the approach is from the per- 
spectives of literary criticism through a consideration of Foucault’s “La 
Bibliotheque Fantastique.” 
Mark Day presents findings from the most recent of his career-span- 
ning research, also focused on the modern academic library. Beginning 
with a review of the development of the academic library as part of a 
broader historical process, Day is interested in making sense of the ide- 
ologies of organizational change, not in offering another interpretive 
scheme to those already found in both the managerial and library litera- 
ture of the last half century. Within ideologies, the literatures of the vari- 
ous discourse communities become the means of analysis. Day has effec- 
tively used the software program ATLAS/ti to aid in the development of 
grounded theory. 
Peter Liebscher is both a researcher and a teacher and shows how 
each of these roles continuously benefits the other. He argues for a field- 
based multi-method approach (i.e., quantitative and qualitative) to teach- 
ing research fundamentals at the master’s level and offers a recent ex- 
ample of such an approach. 
The next four articles are indicative of the range of research studies 
emerging from the cross-disciplinary qualitative toolbox. Gillian McCombs’s 
cultural analysis of anacademic computing center employs techniques adapted 
from anthropology and the recording of what Clifford Geertz (1973) termed 
“thick description.” Academic computing continues to be a focus of concern 
for academic libraries because the lines between the two organizations con- 
tinue to become more blurred. The cultures of each, however, are not as 
blurred, hence a cultural analysis offers a particularly valid lens on the organi- 
zational behavior exhibited in each organizational culture. 
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Marie Radford’s interest in librarian/patron interaction focuses on 
the concept of approachability and how a librarian’s nonverbal communi- 
cation may affect the decisions users make to approach the librarian when 
seeking help with an information need. The study is a naturalistic one 
employing observation, interviews, and a content analysis of the resulting 
data. 
Moira Smith and Paul Yxhnes used a similar ethnographically in- 
formed approach to their study of an electronic text center in an aca- 
demic library. Their interest was in identifjiing that collection of meta- 
phors which might indicate the cognitive frames patrons used to under- 
stand novel situations, such as an electronic text center in a print-based 
academic library. 
Victoria EM Pendleton and Elfreda Chatman’s ethnographic inquir- 
ies offer an extremely rich examination of the information worlds of ordi- 
nary people-i.e., the “small world” of the ordinary, routine, and unex- 
ceptional. Their concern is to conceptualize rather than to prescribe de- 
signs for information delivery systems, to present the “small world” per- 
spective, to present it as accurately as possible to readers cognitively and 
experientially outside the small world. The research foundations avail- 
able from anthropology and sociology have given Pendleton and Chatman 
the platform on which to build the linkages to information behavior in a 
small world and to give us such significantly heuristic scholarship. 
As seasoned editors, Danny Wallace and Connie Van Fleet offer their 
perspectives on the relationship between qualitative research and edito- 
rial traditions in the library literature. While editors and authors share 
responsibility for understanding the expectations of the other in the pub- 
lishing process, both expectations and process mav differ significantly in 
the publication oC qualitative research from the norms established around 
the publication of positivist research. Within the qualitative toolbox, there 
is an embarrassmcnt of theoretical, disciplinary, and methodological riches 
from which to draw, no single one of which can claim precedent over any 
other. The natnre and goals of the research, the research questions of 
concern, and thc value system and skills of the researcher must deter- 
mine the appropriate choice. These are not approaches of choice for those 
researchers who are unwilling or unable to live with chaos, ambiguity, 
uncertainty, and perplexity. And it is riot for those nnwilling to gain knowl- 
edge of the interdisciplinary traditions by which any single research ques- 
tion might be approached. Amid this complexity, a frame must be estab- 
lished, a “way of seeing” must be chosen, or the researcher becomes para- 
lyzed (Marshall & Rossman, 1995, p. 19). 
It is the contextual nature of qualitative research that distinguishes it 
from other approaches. The emphasis on context is particularly apt for 
the world in which we-as practitioners and academics alike-operate 
today. Libraries, defined as broadly as possible, are cultural constructs, 
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established because of the value we, as a human race, have historically 
placed on learning, knowledge, and the preservation of the collected 
messages of those who have come before us. The cultural construct of 
today, the today in which we work as researchers or practitioners, is no 
longer that of a single culture (if, in truth, it ever was). Add to this the 
truly fundamental changes that the information technologies have given 
us the opportunity to achieve, and we are presented with some very inter- 
esting choices in our “ways of seeing” a changing library and institutional 
context. 
As organizations of all kinds flatten and accommodate to a networked 
rather than a hierarchical environment, they need the guidance that the 
results of well-constructed qualitative research can offer. The old tem- 
plates, the old models of knowing, are at odds with contemporary experi- 
ence. Being unable to accommodate the unpredicted influence of tech- 
nology and the politics of race and gender has compromised their predic- 
tive power. If our definition of research can broaden and become more 
inclusive, if the tools we employ are appropriate to the tasks of our inves- 
tigations, the value of research can attain a renewed significance in man- 
aging the complexity of human interactions which are at the heart of many 
of our most pressing library issues and problems. In the academic training 
of researchers in our schools of library and information studies, it also 
allows us to inculcate “permission” to approach research in multiple ways. 
Over time, such permission broadly influences the nature of research and 
ultimately the nature of the profession itself. 
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Qualitative Research Literature: 
A Bibliographic Essay 
JIM HORN 
ABSTRACT 
THISARTICLE. PRESENTS SELECTED LITERATERE that exemplifies (in theory and in 
practice) four methodological frameworks that have found wide applica- 
tion in qualitative studies: (1) symbolic interactionism, (2) phenomeno-
logical description, ( 3 )  constructivist hermeneutics, and (4) critical stud- 
ies. Sources have been chosen to orient the reader within existing and 
emerging traditions from which she or he may find ample room for fur- 
ther exploration. 
INTRODUCTION 
To deny the truth of our own experience iri  the scientific study of 
ourselves is not only unsatisfactory, it is to render the scientific study 
of ourselves without a subject matter. But to suppose that science 
cannot contribute to an understanding of our experience may be to 
abandon, within the modern context, the task of self-understanding. 
Experience and self-understanding are like two legs without which 
we cannot walk.-Francisco ?$mela 
A recent very casual World Wide Web search of available qualitative 
research monographs turned up nearly 200 titles from a single publisher, 
and the majority of these have appeared during the past ten years. Such 
an outpouring of literature from Sage Publications and other publishers 
points to a renewed (for it is not new) interest in methodologies and meth- 
ods taken up once more to understand and explain phenomena arising 
from within the social domain. This interest feeds and is fed by a recogni- 
Jim Horn, Palmer School of Library arid Inforniatiori Scirnce, Long Island University, 720 
Northern Boulevard, Brookville, NY 1 1548 
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tion of the potential for qualitative studies to provide valuable data that 
would remain inaccessible by other means, so much so that qualitative 
research courses are now offered by graduate schools in departments of 
education, nursing, business management, sociology, psychology, and even 
library and information science. 
If schools of library and information science’ have lagged behind the 
renewal of an extended research canon, it is attributable, in part at least, 
to two factors: (1) the recent rise of LIS toward disciplinary status, and 
(2) the multiple nature of a discipline whose legitimate subjects of study 
range from the intersubjectivity arising from information-seeking behav- 
iors to the engineering of data retrieval algorithms. As a young discipline, 
LIS has in the past displayed the same “physics envy” (Bygrave quoted in 
Wheatley, 1992, p. 141) that crippled other aspiring social sciences seek- 
ing credibility through research programs based on methods of the natu- 
ral sciences. This tendency, when combined with a move within LIS to- 
ward the quickly evolving information technologies whose quantitative 
connections are less strained, has resulted in a continued emphasis on 
experimental and quasi-experimental research methods. 
As a discipline of inquiry, LIS provides an essential bridge between 
information users and knowledge producers anchored by information 
theory and the computational sciences at one end and the science and 
engineering of data organization and delivery systems linked to the ever- 
changing, yet constant, human enterprise of self-discovery and cultural 
invention at the other. The future maintenance of this bridge, then, de- 
pends on an empathic understanding of the human need to know as well 
as the ability to translate and communicate that need into the develop- 
ment and use of appropriate technologies that will sustain the effort. 
In examining the strategies for developing information services into 
the next century, Michael Buckland (1992) points out that “discussion of 
both means and ends implies consideration not only of what is good and 
what is not so good, but also of different sorts of goodness” (p. 4). It is 
clear that this mandate will require an extended repertoire of research 
approaches that extend beyond the presumed authority derived from sta- 
tistical machinations. This task will entail the discerning use of method- 
ologies and methods that are sustained not only by the quantitative sci- 
ences but by an emerging “science of qualities” (Goodwin, 1994, 
pp. 196-237) whose history can be traced to the roots of modernism. 
FOUNDATIONS 
Rigor alone is paralytic death, but imagination alone is insanity. 
--Greg09 Bateson (1979, p. 219) 
The notion that science and mathematics are human-invented cul- 
tural artifacts can be lost easily in the more common understanding that 
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modern civilization is a product of the advances of science and mathemat- 
ics. That there is widespread acceptance of the latter claim points to the 
predominance of a modern rationalist world view attributable in large 
part to Descartes, whose plan to achieve true human knowledge by math- 
ematical means provided the basis for the modern sciences. The former 
view can be traced to the Italian philosopher, Giambattista Vico, who was 
born shortly after the death of Descartes but not before Cartesian ratio- 
nalism had begun to sweep Europe.‘ Vico’s vision of linking the 
scientific study of society to the tools of the humanities would have 
to wait over 200 years to be renewed (Polkinghorne, 1988; Eisner, 1991; 
Connelly & Clandinin, 1990; Geertz, 1983). In the meantime, Vico’s 
ideas would come to influence many thinkers including Goethe, Marx 
and, mo st no tab 1y, t h e 11in e t e e n t h -c en t u r y Germ an p h i 1osoph e r, 
Wilhelm Dilthey, “who called [Vico’s] Kew Science ‘one of the greatest 
triumphs of modern thought’ ” (Burke, 1985, p. 6). It was Dilthey (1988) 
who would attempt to develop an interpretive human science 
(Geistewissenschaften) based on the goal of understanding (verstehen) 
rather than prediction and control. It may be argued that much of the 
methodological literature produced since Dilthey has been to further elabo- 
rate the notion of empathic understanding, with the result being a wide 
range of epistemological positions that do not argue whether or not the 
proper goal of social science is the understanding of lived experience but 
rather what it meaiis to understand-i. e., to know. 
The remainder of this article will present literature that exemplifies 
(in theory and in practice) four methodological frameworks that have 
found wide application in qualitative studies: (1)symbolic interactionism, 
(2) phenomenological description, ( 3 ) constructivist hermeneutics, and 
(4) critical studies. In arriving at these broad categories for a wide-rang- 
ing body of literature that regularly crosses disciplinary boundaries and 
often resists classification, it should be noted that this attempt at inclu- 
sion has been very selective rather than exhaustive. An effort has been 
made to include sources that will orient the interested reader within exist- 
ing and emerging traditions from which she or he may find ample room 
for further exploration. 
SYMBOLICINTERACTIONISM 
Symbolic interactionism was a collection of evolving methods before 
Herbert Blumer gave it a name in 1937 and much before it was clearly 
delineated as a mcthodology by Blumer (1969) in his landmark book, 
Symbolic Inkrartionism. It emerged early in thc century as a complex inter- 
mingling of the German social theory of Dilthey and, to a lesser extent, 
Weber, and the American pragmatism set forth by Mead (1909, 1934), 
James (1907), and Dewey (1938). It had as its goal the understanding of 
group lived experience and the meanings that are imminent in the lan- 
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guage-based, and thus symbolic, interactions that occur within those 
groups. While owing much to the epistemolo<gy of Mead’s social behavior- 
ism, symbolic interactionism as method can be traced back to Cooley’s 
(1909) notion of sympathetic introspection, which “was intended to gain 
access (through observations, interviews, and participation) to the mean- 
ings and interpretations of the people involved in this or that setting” 
(Prus, 1995, pp. 51-52). These connections, as well as contemporary cast- 
ings of symbolic interactionism, are outlined by Prus (1995) in Symbolic 
Interaction and Ethnographic Research: Intersubjectivity and the Study of Human 
Lived Expmence. 
The center for interactionist development was the University of Chi- 
cago, where the “Chicago Sociology” (Kurtz, 1984) became identified with 
the development of ethnographic methods (Wax, 1971). Reformist and 
hopeful in nature, students of Robert Park and Ernest Burgess published 
many significant studies between 1920 and 1940. Of these, Prus (1996, 
pp. 119-28) identifies the following as some of the most influential of the 
era: Anderson’s (1923) TheHobo, which dealt with the experiences of home- 
less men; Shaw’s (1930) The Jack-Roller, a study of crime and delinquency; 
Waller’s (1930) study, The Old Love and the Nrw, of the divorced and wid- 
owed; Blumer’s (1933) investigation of how media affects young viewers 
in Movies and Conduct; and Sutherland’s (1937) study, The Proj2ssional ThieJ 
a landmark in the field of criminology. 
Even though the 1940s and 1950s would see a move away from the 
Chicago tradition of researching human lived experience and toward what 
Mills’s (1959) devastating critique would identify as “abstracted empiri- 
cism,” Blurner’s ( 1969) publication of Symbolic Interactionism would coin- 
cide with a renewal and expansion of interest in qualitative methods. This 
renewal can be attributed to a number of seminal works published during 
the late 1950s and early 1960s that mark a branching of interactionism 
into a number of closely related research approaches that continued to 
share the same ontological and epistemological assumptions. Of particu-
lar note was Erving Goffman’s The Presentation of Selfin Everyday Life (1959) 
and Asylums (1961), two works that defined Goffman’s generic approach 
to the study of human interactions based within the metaphor of the stage 
drama. Other important studies of the decade focused on deviance and 
social control (Denzin & Lincoln, 1994, p. 8)-e.g., Becker’s (1963) Out-
sidrrs, a study ofjazz musicians; The Boys zn White: Student Culture in  Medical 
School (Becker et al., 1961), a multi-method study that would include a 
range of strategies from participant observation to “quasi-statistics”; and 
Lofland’s (1966) account of a religious cult in The Doomsday Cult. 
Of major importance, too, during this era were the significant attempts 
to codify methods based broadly within the interactionist framework and 
that would come to be applied in fieldwork. Awork that has a continuing 
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influence in many disciplines is The Discovery of Grounded Theory: Strategies 
for Qualitativefisearch (Glaser & Strauss, 1967). Other important books of 
this era that blend methodolocgy and method include: Denzin’s (1970) 
Thefisearch Act, which is now in its third edition (Denzin, 1989); Lofland’s 
(1971)Analyzing Social Setting: A Guide to Qualitative Observation and Analy- 
sis, now in its second rdition (Lofland & Lofland, 1984) and co-authored 
by Lyn Lofland; Charon’s (1979) Symbolic Interactionism: A n  Introduction, 
an Intopretation, an Integration, now in its fifth edition (Charon, 1995); 
Bogdan’s (1972)Participant Observation in Organizational Settings, Sjoberg’s 
(1968)Ethics, Politics and Social Research and Wax’s (1971) DoingFieldwork: 
Warnivzgs and Advice. 
M‘hile symbolic interactionism has given ground to other qualitative 
approaches and has even been recast toward other ideological ends (see 
Interpretive Interactionism [Denzin, 19891 ) ,symbolic interactionism remains 
a vital research framework. Twojournals, Symbolic Interaction and Studies in 
Symbolic Intoaction, continue to publish research and feature articles. Other 
recent titles include Symbolic Interactionism and Cultural Studies (Becker & 
McCall, 1990) ; Subcultural Mosaics and Intersubjective Realities: A n  Ethno- 
graphic Research Agenda for  PraCgmatizing the Social Sciences (Prus, 1997) ;and 
Qualitative Research in Information Management (Glazier & Powell, 1992). 
PHENOMENOLOGICALDESCRIPTION 
The essence or nature of an experience has been adequately 
described in language if the description reawakens or shows us the 
lived quality and significance of he experience in a fuller or deeper 
manner.-lWux Vun Manen (1990, p. 10) 
Mead’s social psychology and Blumer’s symbolic interactionism are 
explicit in pointing out that understanding the individual is achieved 
through understanding the social group that provides the individual’s 
context. Phenomenological description, however, is less concerned with 
societal shaping than it is in elaborating the individual meanings that are 
embedded in everyday lived experience. Phenomenological description 
is neither problem-driven in the sense of establishing cause and effect, 
nor is it interested in deriving theory. Whereas symbolic interactionism 
emerged from within a sociological tradition to focus upon the psychol- 
ow of social behavior, phenomenological description continues to develop 
as an applied sociology of knowledge that rests upon the principles and 
aims of Husserlian phenomenology. What may have remained an arcane 
set of philosophical postulates, phenomenology was made accessible and 
relevant to the social sciences by Albert Schutz’s explications, which were 
published posthumously between 1962 and 1967 as Collected Papers J: The 
Problem of Social Reality (1962); Collected Papers 11: Studies in Social Theory 
(1964);and The Phenomenology of the Social World (1967). 
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One of the first and most significant applications of Shutz’s social 
phenomenology can be found in Garfinkel’s (1967) Ethnomethodology,a 
work that outlines the research task as the nonjudgmental description of 
how individuals create and sustain meaning in their everyday lives. 
Garfinkel’s work may be seen as a bridge between symbolic interactionism 
and phenomenology in that he was concerned with studying the mean- 
ings emanating from human interactions and the interactions themselves. 
From his concentration on the interaction process, Garfinkel concluded, 
as did Berger and Luckmann (1967) in The Social Construction of Reality, 
that individual actors are shaped by and shape the multiple contexts of 
human lived experience. 
An attempt at a generic guidebook for applications of phenomenol-
ogy to qualitative inquiry appeared in the mid-1970s with Bogdan and 
Taylor’s (1975) Introduction to Qualitative Research Method: A Phenomenolop-
cal Approach to the Social Sciences. Since then, a number of other method- 
ological statements have appeared that link phenomenological descrip- 
tion to specific disciplines. From psychology, there is the Duquesne ap- 
proach developed by Ciorgi and his students in the two volumes (Giorgi, 
1971; 1975) of Duquesne Studies in Phenomenologcal Psychology and in the 
later volume, Phenomenology and Psychologzcal liesearch (Giorgi, 1985). The 
existential-phenomenological approach, with its connection to gestalt psy- 
chology with emphasis on the ethical empathic role of the researcher, has 
been delineated in an expanded series of articles (Valle & Halling, 1989; 
Valle, 1998) first published as Existential-PhenornenologicalAlternatiuesforPsy-
chology (Valle & King, 1978). The Phenomenology of Everyday Life (Pollio et 
al., 1997) provides a collection of research articles derived from the col- 
laborative creation of themes based on interview data. 
Another variation of phenomenological description is provided by 
Clark Moustakas, whose descriptive research is less concerned with an ab- 
stracted level of experiential essences than it is directed toward an analy- 
sis that maintains the wholeness of the experiences related by research 
participants. The Moustakas approach (heuristic inquiry), which has been 
applied in disciplines outside psychology, is set forth in two recent books, 
Phenomenologcal Research Methods (Moustakas, 1994) and Being-In, Being-
Fo7; Being-With (Moustakas, 1995). 
Titles from other disciplines that are based within the broad realm of 
phenomenological description include: Researching Lived Experience (Van 
Manen, 1990) which links phenomenology and the study of teaching; and 
Interpretive Phenomenolqgy: Embodiment, Caring, and Ethics in Health and Ill-
ness (Benner, 1994),a collection of theoretical and research articles gen- 
erally applicable beyond the healthcare audience for whom this volume is 
intended. 
CONSTRUCTIVISTHERMENEUTICS 
Hermeneutics, like freedom itself, may not be compatible with 
ontological security.-GPrnZd Hrw2.r (1992,p. 266) 
Constructivist hermeneutics encompasses a wide range of research 
approaches that focuses on understanding and interpreting the many ver- 
sions of socially constructed (Berger 8s Luckmann, 1966; Gergen, 1985) 
or individually constructed realities (Kelly, 1963; von Glasersf‘eld, 1984). 
M’hereas phenomenological description aims at a faithful description of 
the lived experience and is accomplished by a bracketing of the researcher’s 
frame of reference, constructivist hermeneutics acknowledges the embed- 
ded nature of the researcher’s frame as the beginning point in the pro- 
cess of coming to understand and interpret the phenoneina under study. 
Lonergan (1958) provides an apt distinction between descriptive and in- 
terpretive studies in his critical remarks aimed at Husserl’s phenomenol- 
o<9: 

B u t  description is not enough. If it claims to report data in their 
purity, one may ask Jrhy the arid report should be added to the more 
lively experience, If it pretends to report the significant data, then it 
is deceived, foi- significance is not in the data but accriies to them 
[data] from the occilrrence of insight. If it r q e s  that it presents the 
insights that arise spontaneously, immediately, and inevitably from 
the data, one miist remark that the data alone are never the sole 
determinants of insights that arise in any but the infmtile mind arid 
that beyond the level of insight there is the level of critical reflection 
. . . . (p. 415) 
Whereas understanding indicates a grasp of the reality of being, interpre- 
tation signifies a grasp of that reality’s meaning or the “intention of be-
ing” (Lonergan, 1958, p. 358). 
One of the primary aims of constructivist hermeneutics is to enact a 
methodolocgy based on the recognition that every research act is an act of 
interpretation or that every observation is made by an observer (Maturana, 
1980) whose purest descriptions are purely interpretive. In other words, 
the observer can never bracket her status as an observer, for it is that 
ontological status that directs any resulting epistemolo<gy. While such a 
statement may appear tautological, the implications are profound for the 
sciences, human or otherwise. It signifies no less than a dismantling of 
the objective/subjective debate for, if the argument holds, then even the 
best analysis of data may yield 110more than a knowledge that Maturana 
(1980) characterizes as “objectivity in parenthesis.” 
The hermeneutic problem (Gadamer, 1976),then, is riot the search 
for one best interpretation but rather the co-emergence of perspectives 
that result from an active merging of boundaries or the “fiision of the 
horizons” (Hekman, 1986, p. 145) by researcher and participants. It is to 
this end that the researcher strives by means of a reflexive immersion in 
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the data and by a close attention to biases or preunderstandings (Gadamer, 
1976) of both researcher and research participants. Rather than trying to 
corral preunderstandings within brackets, they are accepted as the per- 
sonal backdrop from which understanding and interpretation operate in 
the migration to higher viewpoints (Gadamer, 1976). 
Constructivist hermeneutics encompasses a range of research frame- 
works that are fairly new to the qualitative toolbox. From anthropolo<gy, a 
seminal statement on the intertwined nature of description and interpre- 
tation can be found in Victor Turner’s essay, Symbols in Ndembu Ritual (1970). 
Turner’s influence can be seen in Geertz’s interpretive approach presented 
in Local Knowledge: Further Essays in Interpretive Anthropology (1983), which 
promotes “thick descriptions” of meanings that result from human expe- 
riences. 
As suggested earlier, the development of two main branches of 
constructivist hermeneutics can be traced to varying emphases placed on 
the individual minds that shape social processes (constructivism) and the 
social processes that shape individual minds (constructionism). While a 
full accountingg of these distinctions is beyond the scope of this article, 
several qualitative research titles are worth noting that may be located 
within the general range of the two branches. 
The constructionist approach can be located in two books by Denzin 
published during 1989: Interpretive Interactionism and Interpretive Biography. 
Another book from the same year is Guba and Lincoln’s (1989) Fourth 
Generation Evaluation, which updates an earlier title, Naturalistic Inquiry 
(Lincoln & Guba, 1985). The strong emphasis on social processes can be 
found, too, in participatory action research (PAR). The history and prin- 
ciples of this movement can be found in Action and Knowledge: Breaking the 
Monopoly with Participatory Action Research (Fals-Borda& Rahman, 1991). 
The constructivist framework, with its emphasis on individual human 
agency, is exemplified in Redner’s (1994) A New Science of Representation: 
Ybwards an Integrated Theory of Representation in Science, Politics and Art and 
in organizational studies and the reflective action science developed by 
Argyris, Putnam, and Smith (1985),Schon (1983), and Argyris and Schon 
(1978) in Organizational Learning. Another major contribution to this frame 
of reference is Torbert’s (1991) The Power of Balance: Transforming SelJ 
Society, and Scientijiic Inquiry, focusing primarily on the individual within 
the organization. Closely related, and with a strong emphasis on the hu- 
manistic and cooperative nature of inquiry, is Reason’s (1988) Human In- 
quiry in Action and Particzfiation, in Human Inquiry (1994). 
CRITICALSTUDIES 
Although critical studies encompasses a wide range of concerns that 
center around class, race, and gender, this mode of inquiry is represented 
by two main branches: (1) social research based within critical theory 
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(Marcuse, 1968; Bourdieu & Passeron, 1977; Giroux, 1988); and ( 2 )  tex-
tual analysis that is inspired by critical hermeneutics and deconstruction 
(Habermas, 1972; Foucault, 1972; Derrida, 1978). While the latter has as 
its goal the emancipation through the de-privileging of language (Denzin, 
1992), the former promotes social emancipation or at least an emancipatory 
consciousness. 
Developing from a tradition of American social meliorism and the 
social reproduction theory of the Frankfiirt School (Horkheimer, 1972; 
Adorno, 1973), critical social research has had to contend with a social 
goal and an underlying philosophy that are at cross purposes-i.e., an 
emphasis on social transformation achieved through human agency and 
an underlying historical determinism inspired by Marx. The faltering utility 
of this apparent contradiction has been recognized, and the postmodern 
criticalists have called for a closer linkage (Kincheloe & McLaren, 1994) 
to the “egalitarian impulses of modernism” (p. 144) and to the more re- 
cent poststructuralist branch of critical studies that focuses on the 
deconstruction of power relations that exist in the linguistic domain4 
This social branch of critical studies has produced a wide-ranging 
methodological literature from numerous disciplines. Two sound intro- 
ductions with many references are provided by Quantz ( 1992) in On Criti- 
cal Ethnography (with Some Postmodern Considerations) and Carspecken and 
Apple ( 1992) in Critical Qualitative Resear(:h: Theory, Methodoloa, and Prac-
tice. Other recent titles include: Kellnrr’s (1989) Critical Theory,Marxism, 
and Modernityand Critical Theory andiVIethodology (Morrow& Brown, 1994). 
Critical textual analysis is often characterized by a skeptical arid irrev- 
erent style of inquiry that attempts to expose the hegemonic tendencies 
within language constructions and “the practices that surround them” 
(Denzin, 1992, p. 81). Based on the “doubt that any discourse has privi- 
leged place ... [or] general claim to authoritative knowledge” (Denzin, 1992, 
p. 179). Critical textual analysis seeks to de-privilege, de-center, and/or 
deconstruct the oppressive elements within particular research contexts. 
While some who embrace this approach seek to maintain a tangible con- 
nection to the social realm, works such as Clough’s (1992) The End(s) of 
Ethnqgraphy: From RPalism to Social Criticism and Game’s (1991) Undoing the 
Social: Towards a Deconstructive Sociolog~urge a concentration on the 
deconstruction of language, particularly the language of the sciences 
(Aronowitz, 1988). Other influential titles from this research genre in- 
clude: Anthropology and Cultural Critique (Marcus & Fischer, 1986) ;Writing 
Culture: The Poetics and Politics of Ethnography (Clifford & Marcus, 1986); 
Doing Critical Ethnography (Thomas, 1993) ; and Postmodmism and Social 
Inquiry (Dickens & Fontana, 1994). 
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FUTUREUNDERYTANDING 
One thing that should be fairly clear from this overview is the inter- 
disciplinary, or even transdisciplinary, nature of qualitative inquiry. Though 
most often framed within disciplinary contexts, the nature of qualitative 
inquiry spills over these boundaries when studying the meanings gener- 
ated as a result of social interactions (symbolic interactionism); or elabo- 
rating descriptions of essential qualities of lived experiences (phenom- 
enological description) ; or interpreting the multiple natures of worlds 
brought forth by human actors (constructivist hermeneutics) ;or uncover- 
ing the relations of power within a frame of reference (critical studies). It 
should be expected, then, that library and information studies, a disci-
pline that provides crucial links among various social settings and many 
domains of knowledge, would continue to pursue research methodolo- 
gies that are themselves adaptive and open to the continuing evolution of 
human culture. 
NOTES 
’This would include schools whose chosen designations emphasize, deemphasize, or ig- 
nore the question of scientific status. I refer to schools of library and information sci- 
ence, library and information studies, schools of information science, or schools of in-
formation. 
‘The contrast between Vico and Descartes is an important one to note because, in many 
respects, it mirrors the current theoretical distinctions that can be made between the 
positivist/reductionist approach to science and the constructivist/hermeneutic approach 
of qualitative studies. Vico, however, did not argue against the analytical methods devel- 
oped and synthesized by Descartes, nor did he argue against the derivability of truth. If 
Descartes and Vico were alive today, we might see one concerned with statistical 
significances and the other with the measnre of meaning. 
For an elaboration of these distinctions, see Schwandt’s (1994) Constructive, Znterpretiui.Jt 
Approaches to Human Inquiry in the Handbook of Qualitative Research (Denzin & Lincoln, 
1994). 
4Critical studies has not been placed at  the end of this essay out of a belief that postmodern 
criticalists have thc last word in qualitative research. In fact, it has becn argued (Gadamer, 
1976; Hekman, 1986; Marquard, 1998; Prus, 1997) that the postmodern sensibility 
(Denrin, 1993) that fuels the research of this genre represents a departure in the other- 
wise steady refinement of methodologies that, until now, have remained open to a wide 
range of frameworks for the study of human lived experience. For if constructivist herme- 
neutics has been guilty of formulating ontological insecurity with the introduction of 
the hermeneutic problem, then critical studies may be seen as introducing the herme- 
neutic solution with an all-encompassing critique that provides the beginning and end- 
ing points for all inquiry. The future relevance of critical studies may be determined by 
the way it deals with its own ontological insecurity. If it opts, as a methodology, to “solve” 
the hermeneutic problem with an arcane, nihilistic critique that seeks to undermine all 
other knowledge claims, then its utility may be limited to the perpetuation of its own 
tribal solipsism. 
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Flaubert, Foucault, and the Bibliotheque 
Fantastique: Toward a Postmodern 
Epistemology for Library Science 
ABSTRACT 
PTS OF KNOMT.F.DGE, MF.\NING, and communication, dominant 
ivithin the discourse of library and information science, are facing a crisis: 
they are unable to adequately characterize and structure the experience 
of interacting with and within the modern academic library. This article 
addresses the issue of epistemology and library and information science 
by considering Michel Foucault’s ( 1967/ 1977) essay “La Bibliotheque 
Fantastique” Tvhich is a work of literary criticism rather than a “scientific” 
analysis. The usefulness of considering the library experience from the 
point of view of literary criticism lies in its potential to provide an alterna- 
tive perspective from which the rationalistic assumptions of a positivistic 
epistemolo<qcan be foi-egrounded, transcended, and critiqued, along with 
the conception of the academic library which it supports. Following a 
brief account of the iniplications of the positivist perspective for concep- 
tualizing the modem library experience, this article will offer an alterna- 
tire postmodern epistemology from which library scholars can rethink tra- 
ditional notions of the library, librarian and, most importantly library us- 
ers. 
INTRODUCrION 
Traditional concepts of knowledge, meaning, and communication in 
library and information science are facing a crisis; they are unable to ad- 
equately characterize and structure the experience of interacting with the 
modern academic library (see Budd, 1995;Radford, 1992;Radford & Budd, 
Gary 1’. Radford, Departmrrlt of <:ornmunication, The M’illiam Patcrsoll LniLersit): of New 
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1997; Tuominen, 1997; Zwadlo, 1997). The emergence of this crisis has 
been preceded by the advent of sophisticated information storage, pro- 
cessing, and retrieval technologies that are significantly transforming the 
nature of the library experience for both the librarian and the user. Also 
changing are the relationships among the librarian, user, and the texts 
the library houses or has access to elsewhere. The field of libraiy and 
information science has taken, both explicitly and implicitly, a model of 
knowledge developed by the positivist social sciences as the basis for de- 
scribing the nature of the library and these changes (Harris, 1986). Re- 
cently, scholars such as Budd (1995) and Radford (1992) have argued 
that the positivist model of knowledge, far from providing useful accounts 
of change, may be contributing to a profound lack of understanding of 
how people experience their interactions with the modern academic li- 
brary. In other words, the epistemology of library science must become 
explicitly recognized as a significant problem to be addressed by library 
scholars. 
This article addresses the issue of epistemology and library science by 
considering Michel Foucault’s (1967/1977) essay, “La Bibliotheque 
Fantastique” (translated as “The Fantasia of the Library”). This is a work 
of literary criticism rather than scientific analysis, and this choice of genre 
is deliberate. Walsh (1987) has noted that “there exists a discourse of the 
Library” (p. 211)and argues that literary criticism of the library is among 
the “most stimulating, th ought-provoking, and controversial criticism writ-
ten today. The Library ...is apparently ripe for decentering” (p. 212). The 
usefulness of considering the library experience from the perspective of 
literary criticism lies in its ability to provide an alternative perspective from 
which the rationalistic assumptions of a positivist epistemology can be fore- 
grounded, transcended, and critiqued along with the conception of the 
library it supports. Thus, following Budd (1995), a major objective of this 
article is “to shift, first thought, then discourse, then research, by initiat- 
ing a questioning of assumptions and purposes” (p. 315). Following a 
brief account of the implications of the positivist perspective for concep- 
tualizing the modern library experience, this article will offer an alterna- 
tive postmodern epistemology from which library scholars can rethink tra- 
ditional notions of the library, librarian and, most importantly, library users. 
RATIONALITY, ORDER, AND THE SEARCH FOR TRUTH 
In the Western literary tradition, the library has long been taken as a 
metaphor for order and rationality (Castillo, 1984; Garrett, 1991). It rep- 
resents, in institutional form, the ultimate realization of a place where 
each item within it has a fixed place and stands in an a priori relationship 
with every other item. The rationality of the library in many ways repre- 
sents the description of nature idealized by the institutions of positivist 
science. As the library imposes a completely consistent system upon a 
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collection of unique texts, so positivist science seeks the system by which 
unique observations derived from nature can be ordered and classified 
according to a set of general principles. Garrett (1991) has argued that 
there exists a “collective belief, unchallenged until recently, in the exist- 
ence of a scientifically derived and classifiable body of knowledge” and 
that the library is “one of the most visible and important temples that 
society has erected to this belief‘ (p. 382). 
A library is a place where knowledge is first classified and then kept, 
stored in texts of all kinds such as books, periodicals, and audiovisual 
materials. Such an understanding imposes a rigid structure of expecta- 
tions that come to define the library experience for both librarian and 
library user. The reference interview, for example, comes to represent an 
interface where texts, and hence their information, can be located and 
acquired. Indexes, catalogs, and other information retrieval systems act 
as road maps to navigate this environment of knowledge. For both posi- 
tivism and the library, the dominant metaphor is that of “the search.” In 
positivist science, the search is for underlying structures that comprise the 
truth of the natural world. In the library, the search is among structures 
for a truth that will alleviate a specific “information need.” In both cases, 
the structure to be discovered/searched is preordained, either by a su-
preme being or by a librarian. Indeed, the image of the “librarian-god” is 
common in the literary portrayal of the library (see Borges, 1962). 
The association of library with order underlies many common stereo- 
types of librarians. The representation of the librarian as stern and forbid- 
ding is found in much popular discourse (Mount, 1966; Radford &Radford, 
1997; Swope & Katzer, 1972) though two images in particular are promi- 
nent. The first is that of the librarian, usually a female (Carmichael, 1992), 
patrolling the library floors and saying “shhhh!” to any who would dare to 
make a sound. The second is that of the librarian “stamping out” the book. 
Sable (1969) describes the librarian stereotype as: 
unfailingly and eternally middle-aged, unmarried, and most uncom- 
municative. She exists to put a damper on all spontaneity, silencing 
the exuberance of the young with a harsh look or hiss. Her only task 
seems to be checking out books and collecting fines. Books to her 
are best left upon the library shelves where they do not become dirt- 
ied or worn. . .there at the desk she will stay, stamping out her books 
until her retirement. (p. 748) 
This stereotype may, at first glance, seem trivial and unimportant, but 
library practitioners seem to be at a loss as to how to change this (Black, 
1981). Such images serve to reinforce, in their very triviality and harm- 
lessness, a particular network of power relations that connect the librar- 
ian, the user, and the text. In this network, the librarian’s domain is that 
of the creation and maintenance of order, and the library user represents 
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a threat to that order. The raised finger to the librarian’s lips reinforces 
these roles and precedes the polarization of order and disorder. The 
“strictness” of the librarian, manifest in the “stamping out” of the book, 
can be interpreted as an image of flagellation, akin to the slapping of the 
palm with a cane by an overbearing parent or teacher, signifying that the 
next flail will fall on the user lest they not return the text to its proper 
place by the designated time. In this network, the librarian’s role is to be 
responsible for a system where every text has its proper place. This system 
demands the investment of much time, effort, and care. The image of the 
perfect library, the end result of the librarian’s efforts, is that of a place 
where all is ultimately accounted for, of “closed and dusty” volumes in 
“the hushed library, with its columns of books, with its titles aligned on 
shelves to form a tight enclosure” (Foucault, 1967/1977, p. 90). The ideal 
library, in this view, is one that is never used or disrupted. Order becomes 
the end in itself. 
This ideal assumes concrete form in Umberto Eco’s (1983) novel The 
Name of the Rose, a murder mystery set within the confines of a fourteenth- 
century abbey in Italy. Eco’s library is a labyrinth contained within a for- 
tress, replete with booby-trapped rooms and secret passages. The organi- 
zation of texts within the library/labyrinth is known only to the librarian. 
The abbot describes the library as follows: 
The library was laid out on a plan which has remained obscure to all 
over the centuries, and which none of the monks is called upon to 
know. Only the librarian has received the secret, from the librarian 
who preceded him, and he communicates it, while still alive, to the 
assistant librarian, so that death will not take him by surprise and rob 
the community of that knowledge. And the secret seals the lips of 
both men. Only the librarian has, in addition to that knowledge, the 
right to move through the labyrinth of books, he alone knows where 
to find them, and where to replace them, he alone is responsible for 
their safekeeping. (Eco, 1983, pp. 35-36) 
Eco’s fortress library is a place of ultimate rationality and order. It repre- 
sents a universe of knowledge, truth, and moral order unto itself. On one 
level, one can describe the librarian’s role as simply a guardian of the 
texts who keeps the physical books ordered and safe from harm. However, 
as the abbot’s account continues, it becomes apparent that the librarian’s 
powers and responsibilities extend far beyond this: 
The other monks work in the scriptorium and may know the list of 
the volumes that the library houses. But a list of titles often tells very 
little; only the librarian knows, from the collection of the volume, 
from its degrees of inaccessibility, what secrets, what truths or false-
hoods, the volume contains. Only he decides how, when, and whether 
to give it to the monk who requests it; sometimes he first consults me 
[the abbot]. Because not all truths are for all ears, not all falsehoods 
can be recognized as such by a pious soul. (Eco, 1983, p. 36) 
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It is the librarian, and the librarian alone, who determines the truth 
of an individual text through his knowledge of where that text is located 
in the labyrinth. In the positivist world view, the “truth” of an event in the 
world is “discovered” by understanding its relationship to other events 
according to the rules of an underlying structure that cannot be observed 
directly. In Eco’s positivist library/labyrinth, the “truth” of an individual 
text is known relative to the underlying classificatory system of the library. 
It is this system that is so fanatically protected by the monks in Eco’s novel, 
even to the point of murder. Both systems are known only to “experts” 
(the scientist, the librarian) who have had the appropriate training. Only 
the scientist/librarian can make appropriate inferences regarding the 
“truth” or relevance of an e\ent/book given their privileged knowledge of 
the underlying system of relationships/classifications. 
In contrast to the librarian, the library user is a person who must 
disrupt and ultimately prevent the realization of the ideal library. There 
is an inherent and powerful tension between the ideal library’s goals of 
order and completeness with the goal of providing a user with service, 
since allowing texts to circulate ineyitably introduces disorder. Librarian 
stereotypes, particularly those of female librarians, are manifestations of 
the tension that is felt by both librarians and users (Radford & Radford, 
1997). As a result, an overarching concern with order does not, and can- 
not, lead to a satisfying and productive library experience. 
Such tensions structure the experience of the modern library envi- 
ronment for both librarian and user. Users’ are often overawed by the 
library. The sheer volume of texts the library contains is intimidating 
enough, but an equal, if not greater, problem is how to navigate within 
and around these texts to find the one that is needed (see Kuhlthau, 
1988a, 1988b, 1990). The user must engage with the rationality of the 
library directly and must submit to its version of the order of things before 
the user can find what he/she needs. It is claimed by their creators that 
such systems of classification are designed with the goal of facilitating ac- 
cess to texts. However, viewed in the context of the tension between main- 
taining order and providing service, such systems can also be perceived as 
barriers that serve to deny that same access. A user will usually feel confi- 
dent that the needed text or information is available in the library. How- 
ever, the prospect of embarking on the tortuous path that must be tra- 
versed in order to locate that text may evoke a sense of fear and uncer- 
tainty. Borges (1962),in the short story The Lihrury of Babel, gives literary 
substance to this idea: 
When it was proclaimed that the Library contained all books, the 
first impression was one of extravagant happiness. All men felt them- 
selves to be masters of an intact and secret treasure. There was no 
personal or world problem whose eloquent solution did not exist in 
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some hexagon. The universe was justified, the universe suddenly 
usurped the unlimited dimensions of hope. (pp. 54-55) 
However, the means by which any particular piece of knowledge could be 
located was perplexing and, ultimately, impossible. In Borges’s tale, to 
have knowledge of the order was tantamount to having the status of a 
god: 
On some shelf in some hexagon (men reasoned) there must exist a 
book which is the formula and perfect compendium of all the rest 
some librarian has gone through it and he is analogous to a 
god. . . .Many wandered in search of Him. For a century they ex- 
hausted in vain the most varied areas. How could one locate the ven- 
erated and secret hexagon which housed Him? Someone proposed 
a regressive method: To locate book A, consult first a book B which 
indicates A’s position; to locate book B,consult first a book C, and so 
on to infinity. . . .(Barges, 1962, p. 56) 
Borges’s tale represents, in a literary fashion, important undercurrents 
that structure the user’s interaction with the library. The user is con- 
fronted with the “librarian-god,” the guardian of rationality and knowl- 
edge, whose domain of order the user dares to violate, and who has the 
power to render discipline and punishment. Is it any wonder that some 
library users have claimed that they will seek the help of the librarian only 
as a desperate and last resort? (Swope & Katzer, 19’72). 
Ultimately, the dichotomy of order and disorder becomes transformed 
into Castillo’s dichotomy of rationality and madness. Castillo (1984) writes 
that “madness cannot be translated into the language of knowledge, and 
knowledge has no foothold in the world of madness. The world of mad- 
ness institutes the reign of appearances and the dissolution of forms; the 
world of knowledge attaches itself to science and the establishment of 
new forms” (p. 45). The domain of the library is erected and makes sense 
only against the presence of madness, the domain of “the other” that is 
not ordered (see Huspek & Radford, 1997). The drive to create and main- 
tain order is simultaneously a drive to exclude and marginalize the forces 
of madness. In this system, the library user is “the other”; an ambiguous 
domain which is not under the direct control of the library and, as such, 
the source of disorder and madness. The modern library experience for 
both librarian and user is structured by the values of order, control, and 
suppression (see Chelton, 1996). Such an experience is ultimately 
grounded in a positivist epistemology which renders the library an emo- 
tionless, cold, and mechanistic place. 
THEMOVETO FOUCAULT 
Library scholarship is becoming aware of the underlying positivist 
epistemological foundation for library science and how negative tensions 
and stereotypes arise from the polarizat.ions that such a stance takes as 
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axiomatic. The next step is the consideration of this stance as particular 
rather than absolute, as produced rather than natural, in a movement 
toward recognizing the formation of alternative epistemological founda- 
tions that do not structure existence, values, and practice in the same 
manner as the positivist framework. To this end, the work of the late 
philosopher Michel Foucault is introduced. 
Foucault’s work has recently been recognized as a potentially fruitful 
perspective for framing epistemological issues in library and information 
science (Radford, 1992; Radford & Budd, 1997; Thomas, 1996; Tuominen, 
1997). Similarly, Harris (1993) has described Foucault’s contribution in 
terms of a desire to overturn the power of positivism in the social sciences 
and understand the political economy of knowledge production in new 
and innovative ways, an economy that includes libraries. Harris (1993) 
states that “one can only wonder at the extent to which Foucault’s work 
has been ignored by such professions as librarianship and social work that 
would seem to be in a position to benefit significantly from his insights” 
(p. 116) and that “librarians, who consider their practice to be ‘neutral’ 
and apolitical, might find Foucault’s work both challenging and discon- 
certing and, perhaps, redemptive” (p. 116). 
Foucault does not write about the library as an abstract entity. He was 
very familiar with the library experience and was an experienced library 
user at the Bibliotheque Nationale in Paris, as this quotation from Macey’s 
(1993) biography of Foucault reveals: 
For...thirty years, Henri Labrouste’s great building in the Rue de 
Richelieu, with its elegant pillars and arches of cast iron, would be 
his primary place of work. His favourite seat was in the hemicycle, 
the small, raised section directly opposite the entrance, sheltered 
from the main reading room, where a central aisle separates rows of 
long tables subdivided into individual reading desks. The hemicycle 
affords slightly more quiet and privacy. For thirty years, Foucault 
pursued his research here almost daily, with occasional forays to the 
manuscript department and to other libraries, and contended with 
the Byzantine cataloging system: two incomplete and dated printed 
catalogs supplemented by cabinets containing countless index cards, 
many of them inscribed with copperplate handwriting. Libraries were 
to become Foucault’s natural habitat: “those greenish institutions 
where books accumulate and where grows the dense vegetation of 
their knowledge.” (p. 49) 
Foucault offers a perspective of the library experience that questions 
and dissolves the rational/irrational dichotomy that is the foundation of 
the positivist conception of the library The dissolution of taken-for-granted 
structures is a hallmark of Foucault’s work. For example, Foucault’s 
(1961/1988) Madness and C,’iviZizationconsiders the opposition of reason 
and madness and suggests that the division is discursively produced in 
particular historical contexts. Foucault (1961/1988) writes that “madness 
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and non-madness, reason and non-reason are inextricably involved: 
inseparable at the moment when they do not yet exist, and existing for 
each other, in relation to each other, in the exchange which separates 
them” (p. x). 
Foucault (1967/1977) performs a similar analysis which bears directly 
on the modern library experience in “La Bibliotheque Fantastique,” which 
originally appeared as the afterword to the German translation of Gustave 
Flaubert’s (1874/1980) La Tentation de Saint Antoine ( The Temptation ofsaint 
Antony). In this essay, Foucault draws upon “library” and “fantasia” as 
hitherto polarized terms and brings them together to derive an apprecia- 
tion of Flaubert’s text. It is Foucault’s reconciliation of the library (the 
rational) with the fantasia (the irrational) which forms the basis of the 
alternative account of the modern library experience offered here. 
LATENTATIONDE Smrr ANTOINE 
To understand Foucault’s use of the concept of “library,” it is neces-
sary to briefly consider the text which was the main focus of his essay. 
According to Foucault (1967/1977) and Bart (1967), La Tentation deSaint 
Antoine was inspired by Flaubert’s viewing of Breughel the Younger’s paint- 
ing of the same name at the Balbi Palace in Genoa in 1845. The text was 
written over a period of thirty years through three versions and “remained 
Flaubert’s favorite until the end of his life” (Bart, 1967, p. 581). The 
historical Saint Antony portrayed in Breughel’s painting was a monk in 
the Egypt of the fourth century. Flaubert’s text opens with Saint Antony 
alone before his hut, high on a mountain, overlooking the Nile and the 
desert. The hermit’s hut consists of “mud and reeds, with a flat roof and 
no door. Inside it are visible a pitcher and a loaf of black bread; in the 
middle, on a wooden slab, a fat book (Flaubert, 1874/1980, p. 61). Antony, 
who has “a long beard, long hair, and wears a goatskin tunic” (Flaubert, 
1874/1980, p. 61), is seated, cross-legged, engaged in making mats. The 
sun is setting, and Antony heaves a deep sigh. He is tired of making bas- 
kets and mats; his desire to pray has been exhausted, and he has doubts 
about his vocation. Antony laments: 
A fine style of life this is, twisting pieces of palm tree into crooks over 
the fire, making baskets, stitching mats, and exchanging it all with 
the Nomads for bread that breaks your teeth! Ah, misery! will it 
never end? Better be dead! I can’t bear any more! Enough! enough! 
(Flaubert, 1874/1980, p. 66) 
Antony turns to his Bible, and the passages on which he falls suggest “feast- 
ing, carnage, and vengeance, orgy, wealth, and . . . carnal love” (Buck, 
1966, p. 54). Weak from fasting, Antony becomes faint. The hallucina- 
tions that comprise the remainder of the text begin: 
624 LIBR\RI’I‘RENDS/SPRING 1998 
He leans unsteadily against his cabin. “It’s the fasting! I’m losing nly 
strength. If I could eat, just for once ... a bit of meat.” He half shuts 
his eyes with faintness. 
“.4h! red meat ...a Iiunch of grapes to bite into! ...curds shivering 
on  a plate! But what’s the matter Tvith me now? . . .What is it? 
can feel m y  heart heaving like the sea, when it swells before a st 
I ’ m  orerconie Lvith utter iveaknrss, and the warm air seems to blow 
me ;I hint of scented hair. Surely no woman has arrived? ...” 
He turns toward the narrow pith between the rocks. . . .[He] climbs 
onto a rock at the near end ofthe path; he leans over, trying to  pierce 
the glooin. 
“ye moving mass, dmvn there, right at the bottom, like people 
looking for their WAY. It’s over here! They’re going wrong” He calls: 
“ThisJvay! Come! come!” The echo repeats: Come! come! He drops 
his arms, dumbfounded. “How shamefiil! Ah! poor Antony!” 
At once he hears a whispered ‘Poor Antony!’ 

“Who’s there? Answer me!” 

The wind that blows through ci-acks between the boulders is fi-rely 

modiilating; arid in these confiised sonorities he makes out I‘OICES, 
as if the aiT-were talking. They are soft, insinuating, hissing. 

First L’oice-Is it women you want? 

Second \loice-Money bags, rather! 

Third Voice-X shining sword? 

Other Voices-All the people admire you! 

--Go to sleep! 

-Y~i~’ll cut their throats, you will, you’ll cut their throats! 

Objects are meanwhile transformed. At the edge of the cliff the 
old palm tree with its trrft of yellow leaves becomes the torso of a 
woman, leaning over the abyss, her long hair floating. Antorip turns 
toward his cabin; and the stand supporting the fat book with its pages 
loaded with black letters conies to seem like a bush crammed with 
swallo~vs. 
“It’s the torch, of course, a trick of the light ....Out with it!” 
He puts oiit the torch, and is plunged in darkness. And all at 
once, in mid ail; first a puddle of water passes by, then a prostitute, a 
temple corner, the figin-? of a soldier, a chariot drawn by two white 
horses, rearing. These images occur swiftly, percussively, showing up  
against the night like scarlet painted on ebony. They gather speed. 
They Lvheel past at a dizzy pace. At othcr times, they halt and gradu- 
ally fade, or merge; or else they fly away, and others instantly appear. 
Antony closes his eyes. They multiply, surround and besiege him. 
Indescribable terror sweeps over him; all he feels is a burning con- 
traction in the pit of the stomach. Despite the uproar in his head, he 
is aware of the huge silence which cuts him off from the world. He 
tries to speak: impossible! The overall bond of his being s e e m  to 
dissolve; and no longer resisting, Antony falls onto the mat. (Flaubert, 
1874/1980, pp. 70-72) 
Antony falls into a realm of dreams and visions. Episodes crowd in rap-
idly, corning in and oiit of the saint’s attention, as do parades of gods and 
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monsters. Foucault (1967/1977) describes La Tentation as being to litera- 
ture what Bosch was, at one time, to painting. Buck (1966) writes that: 
In the final version, the bewildering multiplicity of the dreams and 
the nightmares is depicted and presented with consummate art. One 
is often reminded of a surrealistic film; strange and striking images 
blend and merge, one into the other; forms dissolve; everything is 
decaying and passing to oblivion. Yet new forms constantly appear. 
(p. 60) 
In contrast to the text’s dreamlike qualities, the figures who consti- 
tute the parade of temptations and grotesques were meticulously re- 
searched by Flaubert. Bart (1967) writes that Flaubert “began with the 
mystics; theology and the Bible followed; and before he had written the 
last lines of The Temptation, he had read almost all the relevant authors, 
ancient and modern” (p. 175). Foucault (1967/1977, p. 89) g’ives a more 
comprehensive listing of “all the relevant authors” that Bart alludes to. A 
quote from Flaubert’s (1874/198O) text provides an example of his erudi- 
tion: 
Steps draw nearer. 
“What’s that?” 
Hilarion stretches out his arm: 
“Look!” 
And now under a pale beam of moonlight Antony distinguishes 
an interminable caravan filing past on the crest of the rocks-and 
one after another each traveller topples from the cliff into the pit. 
First come the three great gods of Samothrace-Axieros, Axiokeros, 
and Axiokersa-bunched together, masked in scarlet and raising their 
arms. Eesculapius advances in a melancholy manner without even 
seeing Samos and Telesphorus, who anxiously question him. Sosipolis, 
the Elean python-shaped, rolls his coils tolvards the abyss. Doespoina 
giddily throws herself in. Britomartis, howling with fright, clings to 
the meshes of her net. The centaurs arrive at a stiff gallop, and bowl 
pell-mell into the black hole. Behind them limp the pathetic troop 
of Nymphs. Those of the meadows are covered in dust, those of the 
woods moan and bleed, wounded by the woodmens’ axes. 
The Gelludes, the Striges, the Empusas, all the infernal goddesses 
mixing their fangs and torches and vipers form a pyramaid-and up 
on top, on a vulture’s skin, Eurynome, blue as a blowfly, devours her 
own arms. Then in an eddy vanish all at once: bloodthirsty Orthia, 
Hymnia of Orchomenus, the Patreans’ Laphria, Aphaea of Aegina, 
Beridis of Thrace, bird-thighed Stymphalia. Instead of three eyes 
Triopas has nothing but three orbits. Erichthonius, his legs flabby, 
crawls like a cripple on his wrists. 
Hilarion-“What a pleasure, don’t you think, to see them all ab- 
ject and in agony! Climb up with me onto this stone; and you’ll be 
like Xerxes reviewing his army.” (p. 196) 
Many critics viewed La Entation as a failure. For example, Bart (1967) 
writes that “long arid stretches of Saint Anthony are only mildly curious in 
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an antiquarian sort ofway. Some of it is inescapably dull and unconvinc- 
ing or uninteresting” (p. 585). Starkie (1967),in a similar fashion, writes 
that, “taken as a whole, La Tentation de Saint Antoine is formless and dif- 
fuse, and largely unreadable today except for those with specialized knowl- 
edge” (p. 165). Culler (1974) writes that “one might postulate that the 
Tentation was designed to be exasperating and incomprehensible, ‘un livre 
sur rien,’ in that all these phantoms and temptations amount, finally, to 
nothing”(p. 180). 
These reactions are revealing because they represent a failure to rec- 
oncile the dreamlike with the scholarly. How can one speak of hallucina- 
tions and visions based in scholarly research? In the same vein, how can it 
be considered appropriate to represent scholarly work as a disordered 
dream? For example, Buck (1966) writes that “Flaubert apprehended the 
culture of venerable traditions and submitted to a severe discipline of 
study and research. The erudition which he brought to his dream is over- 
whelming-too much so perhaps for most readers” (p. 60). Bart (196’7) 
makes a similar critique: 
Where he could find adequate sources, Flaubert reinforced, con- 
densed, or amalgamated them to produce an accurate mosaic as the 
basis for a passage; only thereafter would he go beyond his historical 
sources to literary considerations. His effort, as he had insisted from 
the beginning,was to complete history, to formulate its implications 
and achieve its intentions; it was not to be a new start, much less a 
romantic and personal overlay or substitution. His rrudition was to 
keep him from lyrical surges of personalism. Or so, at least, he hoped. 
In fact, however, these surges proved irresistible and, as he came to 
realize soon after he had finished the book, its fundamental flaw was 
that he had allowed himself to take the place of Anthony. (p. 176) 
Flaubert’s “failure” can be interpreted from two perspectives. The 
first is that the severe discipline of study and research ovenvhelmed the 
reader expecting to engage with a work of literature. The factualness of 
Flaubert’s descriptions become, in this context, dull, pointless, and in- 
comprehensible. The second is the charge that Flaubert allowed himself 
to incorporate personal aspects of his life into a work of detailed scholar- 
ship. La  Tentation is interpreted as failing as both a work of literature and 
scholarship since the detailed scholarship intrudes and takes away from 
the text’s literary achievements and, similarly, the work’s literary preten- 
sions intrude and take away from the work’s scholarly qualities. 
These perceptions of failure make sense with respect to a positivist- 
based notion of knowledge, and the dichotomy of order and disorder, 
reason and madness, that it constitutes. Flaubert’s text does not repre- 
sent either reason or madness, history or imagination, scholarship or lit- 
erature, in a pure form. Rather, La  Entation presents reason in the form 
of a hallucination, dreams in the form of scholarship and, as such, both 
aspects are significantly weakened. Bart (1967) writes that “his imagina- 
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tion, so fertile for the production of imagery, was timid in developing 
historical context, the facts, so to speak, of the situation. Where his sources 
failed him, for instance in the appearance of Egyptian cities, he did not 
dare to invent but preferred to leave all such urban settings imprecise” 
(pp. 175-76). 
Whereas these critics view Flaubert’s combination of rationality and 
dreams as a fundamental weakness, Foucault (1967/1977) sees in La 
Tentation a profound new way of writing where the author “was respond- 
ing to an experience of the fantastic which was singularly modern and 
relatively unknown before his time, to the discovery of a new imaginative 
space in the nineteenth century” (p. 90). It is this “new space” that Fou- 
cault (1967/1977) calls La Bibliotheque Fantastique-i.e., the fusing of 
the library and the fantastic, reason and madness, scholarship and dream, 
in a single literary text and a style of writing. 
IA BIBLIOTHEQUEFANTASTIQUE 
In the positivist epistemological stance, the library’s embodiment of 
order stands in direct contrast to the notion of fantasia. Where librarians 
seek to order and control the materials before them, a fantasia is a work in 
which the author’s fancy roves unrestricted by such codes or conventions. 
Fantasy is free play, imagination, not bound by the tenets of order but 
made possible by the lack of them. Foucault’s essay develops a notion in 
which these opposites are conjoined to form a new notion of each. 
The new imaginative space that Foucault posits begins with the fu- 
sion of erudition and phantasmagoria as opposed to their separation. 
Foucault (1967/1977) writes that: “The Temptation is not the product of 
dreams and rapture, but a monument to meticulous erudition” (p. 89) 
and that “it is indeed surprising that such erudite precision strikes us as a 
phantasmagoria. More exactly, we are astounded that Flaubert experi- 
enced the scholar’s patience, the very patience necessary to knowledge, 
as the liveliness of a frenzied imagination” (p. 90). Foucault questions 
the separation of the patient and the frenzied, the scholarly and the imagi- 
native and, unlike Flaubert’s critics mentioned above, sees this uncertainty 
in a positive and productive manner. In La Tentntion, such dichotomies 
do not make sense. To deploy them leads to the conclusion that the work 
is dull and pointless. Foucault argues that Flaubert’s text is a space where 
such dichotomies are radically redefined. The disordered realm of the 
fantastic cannot be simply marginalized and confined to a separate do- 
main. Madness creeps into the order of the library and the library orders 
the madness of hallucination. 
The heart of Foucault’s analysis is the claim that the realms of the 
library and the fantastic can no longer be kept apart. Foucault (1967/ 
1977) writes that the “domain of phantasms is no longer the night, the 
sleep of reason, or the uncertain void that stands before desire, but, on 
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the contrary, wakefulness, untiring attention, zealous erudition, and con- 
stant vigilance” (p. 90). He continues: “[TIhe imaginary now resides be- 
tween the book and the lamp. The firitastic is no longer a property of the 
heart, nor is it found among the incongruities of nature; it evolves from 
the accuracy of knowledge, and its treasures lie dormant in documents” 
(Foucault, 1967/1977, p. 90). Finally, Foucault ( 1967/1977) writes that: 
Dreanis are no longer summoned with closed eyes, but in reading; 
and a true image is now a product of learning: i t  derives from words 
spoken in the past, exact recensions, the amassing of minute facts, 
monuments reduced to infiriitesinial fragnients, and the reproduc- 
tions of reproductions. In the modern experience, these elements 
contain the power of the impossible. (pp. 90-91) 
The production of a fantasia from a domain previously given to reason, 
rationality and order is what Foucault has called the “modern experience .... 
a literary space wholly dependent on the network formed by books of the 
past” (p. 91). The library is not a backdrop to this work as a separate 
realm but is an integral part of it. M‘hereas the library once contained the 
book, now the book contains the library. The book becomes its o~vii li- 
brary Flaubert’s book “dreams other books. . .books that are taken up, 
fragmented, displaced, combined, lost, set at an unapproachable distance 
by dreams, but also brought closer to the irnaginary and sparkling realiza- 
tion of desires” (p. 92). 
In this analysis, the dissolution of the library/Fantasia dichotomy pro- 
duces new conceptions of both, and it is the conception of the library that 
is of interest here. As the library becomes integral to the experience of 
Flaubert’s fantasia, so La 7htation has taken on the characteristics of the 
library. For Foucault, L a  Tentalion “may appear as merely another new 
book to be shelved alongside all the others, but it serves, in actuality, to 
extend the space that existing books can occupy. It recovers other books; 
it hides and displays them and, in a single movement, it causes them to 
glitter and disappear” (pp. 91-92). Flaubert’s text is itself a catalog which 
places and orders other texts. La Tentu~ionis a library, but the rationality 
which derives its order is of a different kind. As Foucault (1967/1977) 
graphically states in [,a Tentation, “the library is on fire” (p. 92). 
Barthes (1971/1977) makes a similar distinction in his discussion of 
the “work” and the “Text” (with a capital T). For Barthes, a “work is a 
fragment of substance, occupying a part ofthe space of books (in a library 
for example)” (p. 156). The work is a physical entity that can be cata- 
loged, ordered, and placed with respect to other such works. The text, 
however,is not to be thought of as an object that can be computed. Rather, 
it is a “methodological field” (p. 156) or a “network” (p. 161) that “exists 
in the movement of a discourse” (p. 156). The text does not, and cannot, 
stop on a library shelf. The text’s movement cuts across particular works. 
As Bartlies (1971/19’77) explains: 
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[The Text is] woven entirely with citations, references, echoes, cul- 
tural languages (what language is not?), antecedent and contempo- 
rary, which cut across it through and through in a vast stereophony. 
The intertextual in which every text is held, it itself being the text- 
between of another text, is not to be confused with some origin of 
the text: to try to find the “sources,” the “influences” of a work, is to 
fall in with the myth of filiation; the citations which go to make up a 
text are anonymous, untraceable, and yet already read: they are quo- 
tations without inverted commas. (p. 160) 
Foucault’s analysis suggests that Lu Tentation is a clear exemplar of a 
Barthesian text; one which asserts a “subversive force in respect of the old 
classifications. . . .If the Text poses problems of classification (which is 
furthermore one of its ‘social’ functions), this is because it always involves 
a certain experience of limits. . . .The text is that which goes to the limit of 
the rules of enunciation (rationality, readability, etc.)” (Barthes, 1977, p. 
157). Solomon (1993) has argued that the exploration of the distinction 
between the work and the text, the library and the fantasia, represents an 
“exciting challenge” (p.63) in the field of communication research. It is 
certainly an avenue with much relevance to library scholarship, the impli- 
cations of which are described in the following section. 
“LABIBLIOTHEQUE AND THEFANTASTIQUE” 
MODERNLIBRARYEXPERIENCE 
Foucault’s (1967/1977) “La Bibliotheque Fantastique” represents a 
concept far different from the vision of the library informed by a positivist 
view of knowledge. It is a conception that deserves serious consideration 
as the positivist model and the practices of actual librarians and users 
begin to lose touch with each other. Dervin and Nilan (1986) have ar- 
gued that a “major tension” (p. 5) exists between primarily positivist con- 
ceptions and the behaviors that users and systems display in practice. This 
tension is seen in the stereotypical images of librarians discussed earlier 
and how they come to be seen as natural aspects of the librarian/user 
relationship. It is apparent in Rothstein’s (1977) characterization of the 
librarian-user relationship as a “fairly straightforward matter of an informed 
person imparting knowledge to [a] less informed one” (p. 397). This 
article has attempted to demonstrate that such characterizations follow 
from a positivist world view in which the library and the user are placed in 
a specific relationship with one another; a relationship in which the li- 
brary determines order and the relevancy of information for specific needs, 
as represented by the fortress library of Eco’s (1983) The Name of the Rose. 
Library and user are separate domains; the library is the domain of order 
and the user the domain of ambiguity. In the librarian/user interaction, 
order is given to the user to alleviate disorder through the provision of 
texts. However, the flow of influence is essentially one way, lest madness 
enter the rationality of the library. 
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These characterizations are simply not appropriate for describing the 
practice of actual library searches. With the development of increasingly 
sophisticated information technologies, the location of specific texts or 
facts may not be the primary issue in most library searches, and the role of 
the librarian as a fact provider is becoming increasingly difficult to main- 
tain. Anthes (1985) has argued that “because of high technology any 
library can have vast amounts of information, much more than any stu- 
dent or faculty would want, need, or use. The librarian’s .job now be- 
comes more one of interpretation, filtering, and evaluation” (p. 57) .  Mihat 
is being “interpreted, filtered, and evaluated” is not which specific text is 
required to meet a specific need but, rather on which collection of texts 
and the explanation of a criteria which relates them as a coherent set. It 
is that which relates texts which becomes the information that is valuable 
rather than the specific information contained within a specific text. Where 
the information within a text is fixed, the relationships between texts are 
open and created anew each time a modern library search is carried out. 
Garrett (1991) makes the following point: 
Modern library searches do  not lead from point A (the catalog, the 
reference desk) to point R (the book, the answer, the truth), but 
instead invite their computer-literate users to explore on their own 
the many recesses of a multicursal maze, placing them again and 
again in decision situations, at forks or nodes where multiple paths 
lead down through the hierarchies of subject headings, on their way 
to what may or may not be a useful or even existing document. (p. 381) 
The librarian’s role becomes that of a guide, not only to the pre-exist- 
ing order of the library that comprises its catalogs and indexes, but to the 
creation of new orders developed arid made possible by the capabilities of 
computer searching. The experience of the multicursal maze does not 
lead to a particular answer located in a specific text but rather the cre- 
ation of new rationalities that define the usefulness or worthlessness of 
any specific text. As Garrett (1991) explains, “the library user creates with 
every search his or her own ad hoc library of five, fifty, or five thousand 
book andjournal citations, cut out from that great ‘virtual’ library that is 
the universe of all accessible books, all stored information” (p.381). And 
from this “ad hoc library,” the user must create the unique catalog which 
orders and unites them. In this act, every modern library user becomes 
Flaubert writing La Tentation. 
In this conception of the library experience, the library user is less 
like a scientist in search of a single answer and more like the artist who is 
creating and shaping a picture. In discussing the picture of a human face, 
Bronowski (1974) captures the spirit of the library experience in the ex- 
perience of the artist: “We are aware that these pictures do not so much 
fix the face as explore it; that the artist is tracing the detail almost as if by 
touch; and that each line that is added strengthens the picture but never 
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makes it final. We accept that as the method of the artist” (p. 353). In the 
bibliotheque fantastique, the acquisition of information in texts does not 
fix knowledge but explores it; the library user traces the domain of the 
bibliotheque fantastique as if by touch rather than by sight; and that each 
text located and read strengthens knowledge but never makes it final. 
Rather, a new text comes to make sense in the contexts of those already 
accessed and used, just as a new brush stroke comes to make sense against 
the context of those strokes already on the artist’s canvas. 
In the interface between the user and library system, the fantasia of 
imagination and the linking of disparate elements in new ways, becomes 
an integral part of the library experience and is made possible because of 
it. Foucault (1967/1977) writes that “the imaginary is not formed in op- 
position to reality as its denial or compensation; it grows among signs, 
from book to book, in the interstice of repetitions and commentaries; it is 
born and takes shape in the interval between books. It is a phenomenon of 
the library” (p. 91, emphasis mine). In the bibliotheque fantastique, there 
is no longer a canon to turn to and master. Everything is potentially valu- 
able or worthless, depending on its position in the temporary contexts 
that are created in individual library searches. This is a powerful 
postmodernist idea in which dichotomies such as the true and the false, 
the important and the trivial, and the enduring and the ephemeral lose 
their previous importance. Using an information retrieval technology, such 
as World Wide Web browsers (e.g., Netscape), or search engines (e.g., 
Yahoo), the search for a name or phrase or subject may produce a comic 
strip or advertising slogan as readily as a quotation from the Bible or 
Shakespeare (Himmelfarb, 1996). Every source has the same weight and 
credibility as every other. No authority is “privileged” over any other be- 
yond the contexts of the author’s own bibliotheque fantastique. 
This notion is entirely foreign to a positivist outlook where library 
and fantasia are separated. The positivist framework cannot conceive of a 
library where collections are temporary rather then universal, subjective 
rather than objective, and follows structures of rationality that may be 
entirely different from those imposed by the library system. The search 
for knowledge is replaced by the idea of the construction of knowledge in 
the experience of the fantasia. As Anderson (1992) argues, the library is 
not a container of knowledge but a context for knowledge creation: 
In providing the context for knowledge, several interwoven relation- 
ships exist in libraries: the creation and management of relationships 
among information objects, the creation of context to enable the 
interaction and discussion of information between the user and that 
knowledge, and the communication and promulgation of the result- 
ing new knowledge creations. (p. 112) 
The ideas of “context” and “relationship” replace the idea of “the 
search.” In the contexts of knowledge made possible by the bibliotheque 
fantastiqiie, the positivist notion of an absolute order mediated by the 
“librarian-god” is circumvented. Flaiihert’s ILLTentationbecomes the norm, 
a symbol of the modern library experience. Foucault’s analysis of La 
Entation represents, in many ways, the experience of a modern library 
search; the uniting of texts through the creation of rationalities that are 
not the province of a universal order that is the ultimate goal of a positiv- 
ist approach. Unlike the positivist model of the library, the ambiguity of 
the user, previously considered a source of irrationality to be excluded 
from the library experience, becomes the creative source of fantasia. 
CONCLUSION 
Foucault (1984) described his work as “seeking to give new impetus, 
as far and wide as possible, to the undefined work of freedom” (p. 46). 
This freedom is made possible by a critique that will “separate out, from 
the contingency that has made us what rve are, the possibility of no longer 
being, doing, or thinking what we are, do, or think” (p. 46). The 
bibliotheque Fantastique is an important step in that work, one that is 
utilized here as a way to separate out the positivist epistemology that has 
defined the nature of the library experience for so long and offer the 
possibility of no longer “being, doing, or thinking what we are, do, or 
think.” The goal of the library must be to “enable the reader or author to 
frame knowledge without constraints and focus energy toward the cre- 
ation of knowledge rather than on understanding an imposed, external 
organization of that knowledge. Freedom exists when the author/reader 
can build upon the linkages and paths of knowledge in a flexible, multi- 
faceted world (Anderson, 1992, p. 114). Foucault’s bibliotheque 
fantastique captures this spirit from a perspective that is not limited by 
dominant frames of positivist thinking. It is one that deserves serious 
attention as the experience of the modern library continues to elude the 
positivistic modes of explanation that have dominated the means by which 
the library has been conceptualized. 
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Transformational Discourse: Ideologies of 
Organizational Change in the Academic Library 
and Information Science Literature 
MARK TYLERDAY 
ABSTRACT 
THISARTtcLE EXAMINES DISC:OURSES IN THE academic and information science 
literature that attempt to justify and promote, to criticize and resist, or to 
explain and interpret transformational social change. These discussions 
represent one face of a much larger wave of popular and technical dis- 
course that has arisen in response to pressures put on currently dominant 
institutions by the processes of post-industrialization. The nature of these 
institutions and the pressures they face is explicated in terms of Western 
civilization’s modernization project, whose internal cultural contradictions 
and conflicting foundational metaphors have generated a variety of unan- 
ticipated social consequences. The resulting cultural disjunctions pro- 
vide an invitation to rhetoric. 
Modern organizations, with their complex division of labor designed 
to accomplish unified corporate purposes, have become primary sites for 
the application of managerial ideologies aimed at creating identity among 
divisions. Modern academic libraries, as organizations devoted to the pres- 
ervation and production of cultural knowledge through the efficient col- 
lection and processing of information, stand directly astride the cultural 
fissures that generate transformational discourse. This article surveys the 
resulting corpus of library and information science (LIS) literature about 
organizational change in academic libraries and uses multiple methods to 
build a syncretic interpretation that may be able to overcome some of the 
traditional problems of qualitative research. 
To accomplish this, multiple interpretative frameworks were applied 
by means of an especially flexible and powerful qualitative analysis software 
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program to identify overlapping discourse features and to begin generat- 
ing theories that can be used to explain these features. The unique con- 
tribution of this research derives from its attempt to identify basic formal 
linguistic patterns in a representative corpus of discourse that can be linked 
to larger discourse systems and whose organization, in turn, can be inter- 
preted in terms of broader social theories. Patterns discovered so far sug- 
gest that current LIS rhetorical strategies continue to operate within a 
modern grammar of organizational motives that reproduces existing forms 
of organizational life rather than radically transforming them. 
INTRODUCTION 
All civilizations exhibit fissures in their cultural foundation. These 
breaches are caused by contradictions in the structural principles upon 
which they were founded (Giddens, 1979, pp. 131-64). The social ten- 
sions that build along these fault lines usually are controlled or dissipated 
in ways that prevent major dislocations from occurring. Sometimes, how- 
ever, a major realignment occurs and triggers the release of tremendous 
cultural energy which transforms the social landscape. Academic librar- 
ies currently are caught up in a cultural tsunami caused by just such a 
realignment in the principles upon which modern Western civilization 
was founded. 
The resulting waves of rhetoric inundate us daily with proclamations 
about the transformational changes occurring in this turbulent environ- 
ment and about the need for individuals and their organizations to adapt 
by transforming themselves. This flood of what can be called “transfor- 
mational discourse” began around 1970 with the publication of Alvin 
Toffler’s (1970) best-selling Future Shock and has by now overflowed into 
nearly every field of endeavor. Library and Information Science has both 
helped to create this form of discourse with its visions of electronic librar- 
ies and scholarly workstations and has been heavily influenced in turn 
because the application of information technology is everywhere assumed 
to have a transformational effect on modern organizations, especially or- 
ganizations such as academic libraries that specialize in “knowledge work.” 
The question then becomes, how do we know it will have a transforma-
tional effect, and what do we really mean by that? To pursue these ques- 
tions, we first need to understand how modern organizations came into 
being as social institutions designed to promote and maintain the founda- 
tional principles of modern industrial society. 
FOUNDING OF MODERN LIFETHE INSTITUTIONS ORGANIZATIONAL 
These principles were developed by Renaissance and Enlightenment 
thinkers and doers whose aim was to reconstruct medieval society on a 
more humanistic and rational basis. Their labors have resulted in the four 
great institutional edifices of modernity: (1)cultural institutions committed 
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to the unfettered creation and accumulation of knowledge; (2) govern-
mental institutions dedicated to the equitable organization and use of 
power; (3) religious institutions consecrated to the universal pursuit and 
defense of human dignity; and (4) economic institutions devoted to the 
efficient accumulation and distribution of wealth (Wallace, 1994, p. 63). 
This impressive institutional monument to humanistic enlightenment val- 
ues is maintained by numerous individual organizations-business corpo-
rations, churches, state agencies, academic libraries, and so on-that em-
body these values in practice. Internally, organizations support these val- 
ues through a combination of cognitive, normative, and regulative struc- 
tures (Scott, 1995a, 1995b; Tolbert & Zucker, 1996; Zucker, 1977). Among 
organizations, common institutional values are constrained by social envi- 
ronments in which each organization is expected to play by the rules (Meyer 
& Rowan, 1977). Thus, one useful way of studying interaction among 
organizations is to consider them as players whose strategic behavior fol- 
lows the regulations and fashions of their particular institutional “field” 
(Stearns & Allan, 1996;.Thornton, 1995). 
The modern conception of an organization as a legally incorporated 
virtual person originated 
during the Late Middle Ages, as natural persons strove to break the 
power monopoly of the Church and State [and] created juristic, le- 
gal or “corporate”persons.. . . In the U.S. . . . an 1886 Supreme 
Court ruling explicitly recognizes the rights and obligations of the 
corporation-as-person. (Cheney & McMillan, 1990, p. 96) 
Using this metaphor, organizations are often talked about as if they 
were human actors who have missions and needs, who have rights and 
responsibilities, who can plan strategies, who can learn, and whose behav- 
ior can become dysfunctional. At the same time, organizations are treated 
as agents-the organs (from the Latin “organum”; tool, instrument) of 
society-designed to achieve the goals of society in the most efficient and 
effective manner possible. Organizations thus serve as a powerful mani- 
festation of the instrumental rationality that characterizes modern West- 
ern civilization. Their ability to produce a high level of social power has 
been a major factor leading to the rise of the West (McNeill, 1963). Mod- 
ern theorists and practitioners have always treated organizations prima- 
rily as rational agents of society. Variations on the theme of designing 
more effective organizations continue to fill the literature. 
Working together in an organized manner, people can accomplish 
much more than they can working alone or in an uncoordinated fashion. 
This is particularly true when it comes to making large physical changes in 
the world (Wallace, 1994, p. 26). Thus, before the industrial revolution, 
most large social projects used organizations that were similar in many 
ways to modern ones. The traditional religious values that such organiza- 
tions institutionalized, however, differed from the secular rational values 
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that characterize modern organizations. These values in many ways cre- 
ate one of the important fault lines in modern culture-what may be called 
the paradox of “creative destruction.” This image 
is very important to understanding modernity precisely because it 
derived from the practical dilemmas that faced the implementation 
of the modernist project. How could a ncw world be created, after 
all, without destroying much that had gone before? You simply can- 
not make an omelette without breaking eggs, as a whole line of mod- 
ernist thinkers from Goethe to Mao have noted. (Harvey, 1989,p. 16) 
The process of creative destruction leads to the constant replacement 
of stable social structures and their institutionalized values by supposedly 
new and better ones. Modern organizations look forward, hardly ever 
backward-except to borrow items from the past that may be useful in the 
future. Although this paradoxical dynamic arose early in the history of 
modernism, it was only after the growth of industrial capitalism that it 
reached into every citizen’s life and became the defining feature of mo- 
dernity. That growth occurred as capitalist entrepreneurs applied tech- 
nology to organize production. 
The entrepreneur, in Schumpeter’s view a heroic figure, was the c r e  
ative destroyer par excrllence because the entrepreneur was prepared 
to push the consequences of technical and social innovation to vital 
extremes. And it was only through such crcative heroism that human 
progress could be assured (Harvey, 1989,p. 17). 
Entrepreneurial capitalism itself developed earlier in sixteenth-cen- 
tury Europe when the rationalizing and humanizing motives of the En- 
lightenment and the Renaissance combined with the moral asceticism of 
the Protestant Reformation to produce the Protestant ethic (Weber, 1930). 
When the steam engine was invented, entrepreneurs quickly saw the pos- 
sibility of increasing their profits by applying this new technology and had 
accumulated the investment capital needed to do so. Earlier societies 
also used technology to help overcome natural human limits, but only in 
modern times has technological innovation in and of itself become a pri-
mary motive for change. This has dramatically increased society’s ability 
to generate wealth. It also has speeded up the process of creative destruc- 
tion and thereby created new cultural fissures. 
During the nineteenth-century, as capital came to be tied down in 
large “power-driven industries, profit [began] to depend on [how Fast] 
one moved these investments past one’s fixed capital” (Beniger, 1986, p. 
169). Various arrangements were devised to increase profits by speeding 
up production. Ways to increase the speed of distribution were then re- 
quired to handle increased production. In both cases, increases in opera- 
tional speed and complexity quickly became a strain on informally orga- 
nized enterprises and challenged the unaided natural intellectual capac- 
ity of the individuals who ran them. The problem was how to process 
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information more quickly, more accurately, and over greater distances so 
that it could be used to control the quality and quantity of production. 
One solution was to enhance the information processing capabilities of 
the unaided human brain by embodying those capabilities in the rules 
and activities of organized groups of people. An analogy can then be 
made between the human brain, with its ability to coordinate and control 
individual behavior, and bureaucratic management, with its ability to co- 
ordinate and control the behavior of “corporate persons.” From this point 
of view, the development of bureaucracies and computers can both be 
seen as a historical development arising from the need to perform the 
ever more complicated cybernetic or “steering” functions required by in- 
dustrial capitalism (Beniger, 1990). Thus, the history of organizational 
expansion over the last century can largely be told in terms of the increas- 
ing rationalization of information processing techniques (Beniger, 1986). 
In the late nineteenth century, this process brought about the paper- 
based office in which people had assigned positions, followed formal pro- 
cedures, filled out standardized forms, and filed them using standardized 
equipment. Melvil Dewey and the new profession of librarianship were at 
the forefront of this movement (Dewey, 1912; Frohmann, 1994, pp. 121-31). 
The resulting “paper explosion” placed additional burdens on the expand- 
ing system of bureaucratic organizations and led to the invention ofvarious 
mechanical devices designed to automate processes of calculating, sort- 
ing, and retrieving data. Eventually, spurred on by the demands of World 
War I1 and the Cold War, this process culminated in the birth of the mod- 
ern computer and telecommunications industries (Bowker, 1993; Burke, 
1992, 1994; Edwards, 1996; Leslie, 1993; Lowen, 1997; Wiener, 1967). 
However, the application of contemporary information technology has 
created productivity problems of its own and generated a new round of 
attempts to overcome them (Beniger, 1990; Dordick & Wang, 1993; Har- 
ris, 1994; Landauer, 1995; Shenk, 1997). No one can predict how these 
problems will be resolved, but it remains true that the crises faced by mod- 
ern organizations tend to be defined in terms of the structural principles 
of modern capitalism. These principles focus on instrumental rationality 
and establish a hierarchy of values with organizational efficiency and suc- 
cess at the apex. Thus, the difficulties that people have in adapting to the 
introduction of computer control systems is defined as a “productivity prob- 
lem,’’ and the solution to this problem involves making employees “change 
ready” (Kriegel & Brandt, 1996). The increasingly dominant global influ- 
ence of these principles seems likely to continue well into the twenty-first 
century (Berger, 1986; Heilbroner, 1985, 1987,1993). 
ORGANIZATIONAL AS AN IWITATIONDISJUNCTIONS TO RHETORIC 
Kenneth Burke (1969b) has noted that when you “put identification 
and division ambiguously together, so that you cannot know for certain 
just where one ends and the other begins, you have the characteristic 
invitation to rhetoric (p. 25). Modern organizations, with their complex 
division of labor designed to accomplish unified corporate purposes, thus 
become primary sites for the application of managerial rhetorics aimed at 
creating identity among divisions: 
Organizations, by their very nature, are persnasive enterprises [that] 
must. . . (1) maintain a system of communication, (2) communicate 
a comnion purpose, and ( 3 )  secure the essential contribution of 
members. These key elements of organization can easily be trans- 
lated in terms of communication networks, shared “visions,” and in- 
dividual motivation, respectively, . . , The central concern of organi-
zations is control . . . [which] manifests itself primarily through sym- 
bolic means; . . . the “system” is in fact a set of symbols (rules, poli- 
cies,.job descriptions, etc.). (Cheney & Mchlillan, 1990, p. 98) 
Anyone who has ever read a Dilbert cartoon understands the funda- 
mental paradox of modern organizational life. Managers continually at- 
tempt to irnprove corporate productivity by exploiting their employees as 
just another, albeit human, resource. Using the latest managerial fad, 
they also present each new effort to increase productivity as a humane 
program designed to empower their employees. Employees, well aware 
of the underlying contradiction, treat their bosses as sincere, but clueless, 
or  as insincere and manipulative. The resulting comic understanding 
(Gusfield, 1989, p. 26) offers insight and solace if‘ not a guaranteed pro- 
gram for organizational improvement. 
This incongruity between individual human freedom and corporate 
economic rationality is not new to our  age but developed as an integral 
feature of industrialization: 
Constitutional guarantees of personal rights and a heightened inter- 
est in individual emotions and personal growth developed in West-
ern Europe and in the United States a short hundred and fifty years 
ago. This emergence of modern individualism coincided with the 
development of modern industry in the course of which an ever in- 
creasing number of individuals became subject to the strict and im- 
personal discipline of factory or business office. The subordination 
of the many had not been a central issue of intellectual controversy 
as long as custom or traditional authority pervaded more or less un- 
challenged. But the humane aspirations of the Enlightenment tended 
to challenge the new subordination to an industrial wa~7of life, and 
the human problems of an industrial civilization became a matter of 
controversy froin its inception. (Rendix, 1963,p. vii) 
Is Transformational Discourse Ideolog-ical, Utopian, or Social Scientific? 
Ideological, utopian, and social scientific writings all arose as intellec- 
tual attempts to explain-and to justify or  to challenge-the social forces 
that generated this controversy over the human problems of industrializa- 
tion. A plethora of competing discourse communities and interpretative 
paradigms grew from these attempts (Alvesson, 1987b;Bell, 1962;Bendix, 
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1951,1963,1988,1993; Berger & Kellner, 1981; Berger & Luckmann, 1967; 
Burrell, 1996; Burrell & Morgan, 1979; Collins, 1994; Giddens, 1979; 
Mumby, 1988; Reed, 1992, 1996). These different ways of talking about 
societywill appear incommensurable if one interprets ideological discourse 
as the self-interested distortion of social reality, utopian discourse as the 
self-deceptive invention of social reality, and social scientific discourse as 
the unbiased explanation of social reality. This incommensurability arises 
because the modern ideologue, utopian, and social scientist alike have 
inherited two paradoxical traditions that developed out of the Enlighten- 
ment: a materialist tradition which assumes the existence of an “autono- 
mous, objective world that exists independently of individuals and that 
determines what they think; and a scientific tradition which assumes that 
those very same individuals have the ability to “someday write the objec- 
tive laws of this social determination of ideas” (Collins, 1994, p. 3). 
These traditions have helped to create what C. P. Snow (1959) called 
the two cultures of the humanities and the sciences and the accompany- 
ing division of research into qualitative and quantitative varieties. In gen- 
eral, humanistic qualitative research is thought to deal with the artistic 
expression of subjective emotions and opinions, while scientific quantita- 
tive research deals with the precise description of objective facts and con- 
ditions (Booth, 1974; McCloskey, 1994). One way in which to reconcile 
these various paradoxes involves the introduction of technology as a deus 
ex machina, by means of which social conflicts are resolved, the organiza- 
tional protagonist is saved, and humanity is finally liberated. Transforma- 
tional discourse of this persuasion represents only the latest in a long line 
of attempts to reinvent the corporation and transform organizations into 
harmonious societies in which “The Dilbertean Dilemma” has been over- 
come and “sincere efforts to improve the quality of work life . . .yield high 
productivity” (Lubans, 1998, pp. 7-8). As will be documented, this type of 
transformational discourse in fact represents the dominant ideology among 
those currently involved in the management and computerization of or- 
ganizations, including academic research libraries. It depends heavily for 
its credibility on the ideas of utopian social scientists like Daniel Bell. 
UTOPIAN OF TRANSFORMATIONALACCOUNTS CHANGE 
The nioral and economic failure of ideologically inspired attempts to 
“set down ‘blueprints’ and through ‘social engineering’ bring about a new 
utopia of social harmony” (Bell, 1962, p. 402) led directly to the “exhaus- 
tion of political ideas in the fifties” that Bell believed heralded the end of 
ideology (p. 402). In that failure, he also recognized a gap, which a de- 
cade later he attempted to fill with his evocative concept of the coming 
post-industrial society (1973). Concerning such ventures, he wrote back 
in 1962: 
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A social movement can rouse people when it can do  three things: 
simplify ideas, establish a claim to truth, and in the union of the two, 
demand a commitment to action. . . . In a business civilization, the 
intellectual felt that the wrong values were being honored, and re- 
jected the society. . . . The ideologies, therefore, which emerged from 
the nineteenth century had the force of the intellectuals behind 
them. . . . Today these ideologies are exhausted. . . . The end of 
ideology is not-should not be-the end of utopia as well. . . . There 
is now, more than ever, some need for utopia, in the sense that men 
need . . . some vision of their potential, some manner of fusing pas- 
sion with intelligence. (Bell, 1962, pp. 401-05) 
A crucial component of the utopian message carried by the concept 
of a post-industrial society is the ameliorative effect that information tech- 
nology is assumed to haye on the basic contradictions between humanis- 
tic desires and economic realities. America has had a long romance with 
technology as a progressive social influence and as the basis for economic 
expansion. Discourse about technology thus has most often appeared as 
a form of “technological utopianism” (Kling, 1994; Pfaffenberger, 1990). 
Contemporary utopian discourse assumes that computers represent a tech- 
nology that will transform society and perhaps humanity itself. More im- 
portantly, it assumes that this transformation will finally liberate human 
potential and resolve social conflicts in a manner that earlier technolo- 
gies, such as the steam engine and television, failed to do. Such discourse, 
based upon the questionable metaphorical attribution of purpose, per- 
ception, and conimunication to machines (Agre, 1997a, 1997b; Bowker, 
1993) leads to the creation of romantic visions in which robots run our 
libraries (Miller & M‘olf, 1992) while we roam the universe embodied as 
immortal silicon intelligences (Hardison, 1989). In reaction, “techno- 
logical antiutopian critiques portray computerization-in almost any form 
the analyst can conceive-as likely to degrade social life” 
(Kling, 1994, p. 156). 
RHETORICALACCOUNTS DISCOURSEOF UTOPIAX 
Faced with the many internal contradictions of modern society and 
the plurality of interpretations generated by those Contradictions, a grow- 
ing group of researchers in the human sciences have sought to directly 
confront these paradoxes of modernity by reviving the ancient tradition 
of rhetorical analysis in which all discourse is put in the context of human 
interaction (Barley & Kunda, 1992; Barley et al., 1988; Booth, 1974; Brock, 
1995; Brown, 1994; Burke, 1968,1969a, 1969b, 1989; Cheney, 1995; Cheriey 
& McMillan, 1990; Czarniawskajoergcs, 1988, 1992, 1997; Czarniawska- 
Joerges &Joerges, 1996; Gusfield, 1989;Kling, 1994; Kling & Zmuidzinas, 
1994; MacIntyre, 1984; McCloskey, 1985, 1990, 1994; Nelson et al., 1987; 
Roberts & Good, 1993; Simons, 1989, 1990; Vyborney, 1992). Other re- 
searchers, while not explicitly evoking rhetorical traditions, have empha- 
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sized the importance of human symbolic action and the use of rhetorical 
devices, such as metaphors, in the construction of social reality (Agre, 
1997a, 1997b; Berger & Luckmann, 1967; Bowker, 1993; Bowker et al., 
1997; Budd, 1997; Burrell, 1996; Buschman, 1993; Chriss, 1995; Fisher, 
1987; Frohmann, 1994; Giddens, 1979,1981,1986; Goffman, 1959,1974, 
1983; Graves, 1995; Grint & Woolgar, 1997; Habermas, 1988; Latour, 1992; 
Lyman, 1995; Mumby, 1988,1993; Orlikowski, 1992; Polkinghorne, 1983; 
Prasad & Prasad, 1994; Radford, 1992; Smith, 1994; Taylor, 1993; Taylor & 
Van Every, 1993; Tuominen, 199’7; Winter, 1988,1993). 
As a result of this rhetorical turn, a growing number of scholars doing 
research on organizations and technology take a reflexive stance toward 
their own discourse. They realize that “all discourses, even scientific dis- 
courses, make ideological assumptions” (Kling, 1994, p. 167) and that “the 
results of research activity are knowledge claims that compete to gain the 
community’s acceptance” (Polkinhorne, 1983, p. 256). Only a few, how- 
ever, have explored the possibility of explicitly applying rhetorical theo- 
ries to the discourses they study as a means for overcoming the problems 
of “contextualization, understanding, pluralism, and expression” (Sutton, 
1993) that qualitative research faces. 
In his 1994 article “Reading ‘all about’ computerization,” Rob Kling 
provides a detailed description of “how genre conventions shape nonfic- 
tion social analysis” (p. 147). He defines a genre as “any body of work that 
is characterized by a set of conventions” (p.148). He is concerned that 
many readers do not understand “that many social analyses of computing 
are written with genre conventions that limit the kinds of ideas that can 
be readily examined“ (p. 149). In general it appears that “technological 
utopian analyses are most likely to dominate the popular and professional 
literature” (p. 147). Vannevar Bush’s seminal 1945 article “As We May 
Think is an early example of utopian discourse about the potential of 
information technology to transform research and scholarship (Kling, 
1994, pp. 150-52; Burke, 1992,1994). Other mileposts include Engelbart’s 
(1963) “A Conceptual Framework for the Augmentation of Man’s Intel- 
lect,” Licklider’s (1965) Libraries of the Future, and Lancaster’s (19’78) 
“Whither Libraries, or Wither Libraries?” 
Writings such as Bell’s (1973) work on the coming of post-industrial 
society use utopian conventions to paint a broader vision of how comput- 
ers might transform society itself. Alvin Toffler’s best-sellers, which have 
appeared every decade on the decade (in 1970,1980, and 1990) perhaps 
best epitomize the seductive power of popularized utopian discourse to 
stimulate enthusiasm about drastic social transformations: 
Toffler . . . characterized major social transformations in terms of 
large shifts in the organization of society, driven by technological 
change. The “Second Wave” was the shift from agricultural societies 
to industrial societies. He  contrasts the industrial ways of 
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organizing societies with new social trends that he links to computer 
and microelectronic technologies. Toffler is masterful in suggesting 
niajor social changes in succinct, breathless prose. . . . Toffler opens 
up important questions about . , . information technologies [and] 
people. . . . But his account-like many popular accounts-carica- 
tiires the answers by using only illustrations that support his gener- 
ally buoyant thesis. (Kling, 1994, pp. 154-55) 
Such reality-transcending visions not only raise important issues but 
“play important roles in stimulating hope and giving people a positive 
sense of direction” (Kling, 1994, p. 158). From Bell’s perspective, they 
serve as a replacement for exhausted ideologies. In that role, they func- 
tion as ideologies of the future, which “can mislead when their architects 
exaggerate the likelihood of easy and desirable social change” (Kling, 1994, 
p. 159). More specifically, utopias tend to: (1) minimize the existence of 
social conflict; (2) ignore the uneven distribution of some social resource 
(knowledge in this case) ; (3) downplay unanticipated consequences and 
problems of development; and (4) assume the inevitable, natural, neces- 
sity of the effects predicted (Kling, 1994, pp. 158-162). These tendencies 
of the technological utopian genre exemplify the four major rhetorical 
functions commonly listed as defining works as ideological. Such works: 
(1) efface conflict b y  denying or transmuting internal social contradic- 
tions that could lead to open conflict; (2) identify the subjective, special 
interests of some with the real interests of society as a whole; ( 3 )  reify 
social structures by treating existing or future arrangements as an inevi- 
table or immutable objective environment to which one must adapt; and 
(4) offer hope by providing a script to solve problems and achieve a vision 
ofreform (Abercrombie et al., 1994, pp. 206-08;Alvesson, 198713, pp. 144- 
53; Bell, 1962, pp. 393-407; Bendix, 1993, pp. 27475; Berger &Luckmann, 
1967, pp. 123-25; Czarniawska-Joerges, 1988,pp. 49; Giddens, 1979, pp. 
165-97; Johnson, 1968; Mumby, 1988, pp. 71-94). 
SOCIAL ACCOUNTS CHANGESCIENTIFI  OF TRANSFORMATIONAL 
Kling (1994), cvoking the ethical tradition and the genre conven- 
tions of social science, suggests that we use the empirically oriented ac- 
counts informed by these conventions “to understand the social opportu- 
nities and dilemmas of computerization without becoming seduced by 
the social simplification of utopian romancc or being discouraged by 
dystopian nightmares” (p. 168). There are two problems with this ap- 
proach. First, the results of empirically oriented accounts often get ap- 
propriated by those promoting the interests of the dominant ideologies 
(Alvesson, 1987b; Briody, 1989/90; Czarniawska:Joerges, 1992, 1997; 
Mumby, 1988). This, in fact, seems to have happened on a wide scale in 
recent years with thc appropriation of anthropological methods and con- 
cepts into the field of organizational discourse that treats “corporate cul- 
ture” as a management tool (Barley et al., 1988).Second, 
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the main alternatives-social realism, ethnographic studies of spe- 
cific groups and places: social theory, logical abstraction from em- 
pirical evidence; and analytical reduction, empirical data examined 
in terms of a few well-defined categories-are less likely to be pro- 
duced in comparable quantity. . . . These alternatives are relatively 
subtle, portray a more ambiguous world, and have less rhetorical 
power to capture the imagination of readers. . . . [Thus], the devel- 
opment of systematic social analyses of computerization that are both 
credible and compelling [is] a major challenge for the 1990s. (Kling, 
1994, pp. 160, 168-69) 
Using primarily the conventions of social realism and social theory, 
Kling and other scholars have produced a considerable body ofwork about 
organizations and the transformational power of information technology. 
Whereas imaginary scenarios of the future provide the primary form of 
proof or evidence in utopian and dystopian discourses, eyewitness testi- 
mony provides the primary evidence used in social realist ethnographies. 
This evidence is then used to create empirically grounded theories (Miles 
& Huberman., 1994; Strauss & Corbin, 1990). The results of this research 
suggest that any consciously implemented organizational change has both 
intended and unintended consequences, and that the positive or nega- 
tive distribution of these consequences for various stakeholders is strongly 
influenced by the ideological context within which the change occurs 
(Czarniawska-Joerges, 1988; Despres, 1996; Dunbar et al., 1982; Kling & 
Iacono, 1988; Kling & Zmuidzinas, 1994; Mumby, 1988; Prasad & Prasad, 
1994; Smith, 1994; Starbuck, 1982; Tuckman, 1994; Weiss, 1986). By and 
large, this scholarly literature on the social effects of computerization has 
had little influence on LIS literature. 
RhPtorical Strategies in Popularized Scientific and Managm’al Discourse 
As Pfaffenberger (1990) and Vyborney (1992) point out, citizens to- 
day do not need better information systems and better theories about 
information so much as they need to learn better interpretative techniques 
that can be used to make more knowledgeable judgments about impor- 
tant public issues. The rapid spread of discourse focused on the transfor- 
mational potential of computers derived, in part, from its intrinsic, aes- 
thetic, and moral appeal and, in part, from the rhetorical gap it fills be- 
tween the highly specialized discourses of elite scientific and technical 
communities and the unspecialized popular discourses of mass society: 
The nature and potential of computer technology is a particularly 
significant topic of popularized scientific discourse because comput- 
ers are both persuasive and inherently mysterious. . . .On a broader 
social and scientific level, the nature of computer technology, the 
uses to which it has been put, and the effects of popularization have 
combined to give computers claim to special status as a “transforma-
tive” or “defining” technology. (Vyborney, 1992 , pp. 1, 18-20) 
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Vyborney shows how these popularized discourses about the transfor- 
mational potential of computer technoIo<gy can fruitfully be analyzed as a 
contemporary form of ceremonial rhetoric: 
To link facts, novel or familiar, to social values is the traditional func- 
tion of epideictic, or ceremonial rhetoric. Recognizing the epideictic, 
iniplicitly persuasive nature of exposition provides insight into a spe- 
cies of discourse which has gained a pre-eminent position in our in- 
formation-rich, knowledge-poor polity. . . . Epideictic rhetoric 
can . . . be defined as a form of discourse that is delivered to audi- 
ences who are not expected to take direct, immediate social action 
but who are members of a community capable of action, which fo- 
cuses on moral issues,that involves the ethos of an issue and of a 
rhetor, and that is composed in a literary or highly polished style 
[which is] best evaluated on a combination of aesthetic and ideologi- 
cal criteria. (pp. 43, 47, 69) 
Popularized business management discourse about transformational 
leadership and organizational reengineering has arisen in the last few 
decades to fill a similar rhetorical gap. Such discourse performs the cer- 
emonial function of explaining new organizational theories and soliciting 
public praise for the action programs supported by these theories. Al-
though popular management discourse includes a great deal of talk about 
employee empowerment, most employees continue to have little real de- 
liberative orjudicial power. Thus, rhetorical strategies appropriate to de- 
liberative orjudicial rhetoric are eschewed in favor of panegyric strategies 
aimed at establishing the good character (ethos) of the rhetors, consult- 
ants, and managers who need to undertake the role of transformational 
leaders by creating high morale (pathos) in their organizational audiences 
(Lanham, 1969, pp. 106-07). 
Thus we find, running parallel to the broad stream of technologically 
oriented utopian romances about the transforming effects of charismatic 
machines, an equally broad stream of business management literature 
consisting of romantic stories about an organizational hero, or heroine. 
This hero or heroine becomes a Visionary Leader (Wall et al., 1992) and 
one of The Change Masters (Kanter, 1985) who practices TheI’ijith Discipline 
(Senge, 1990) in order to teach his or her followers how to live in The Age 
of Unreason (Handy, 1989) and ride The Third Wave (Toffler, 1980) of 
Megatrends (Naisbitt, 1983) and Post-Capitalist Society (Drucker, 1993) by 
Thriving on Chaos (Peters, 198’7), going Beyond Certainty (Handy, 1995), 
and using Liberation Management (Peters, 1992), for the purpose of 
Reengneering the Corporation (Champy & Hammer, 1993), and Reinventing 
Government (Osborne & Gaebler, 1992)- thereby achieving a Competitive 
Advantage (Porter, 1985) and discovering that Sacred Cows Make the Best 
Burgers (Kriegel & Brandt, 1996). 
Most of these works have been best-sellers, and “the agenda-setting 
and credibility-creating powers of popularization” have meant that their 
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authors have been “quickly accepted . . . as the significant figures in the 
field” (Vyborney, 1992, p. 3) .  Academic library administrators commonly 
cite works from this genre as authoritative guides for programs of organi- 
zational change and refer to their authors as management “gurus.” The 
influence of both discourse streams on LIS literature can be directly ob- 
served in titles such as: “Re-engineering Academic and Research Librar- 
ies: Technology Continues to Change the Nature of Our Jobs” (McCoy, 
1993);“The Transformation Potential of Networked Information” (Henry 
& Peters, 1993) ;“Transforming Libraries into Learning Organizations- 
the Challenge for Leadership” (Phipps, 1993); “The Time for Transfor- 
mational Leadership is Now!” (Riggs & Sykes, 1993); “Benchmarking, To- 
tal Quality Management, and the Learning Organization: New Manage- 
ment Paradigms for the Information Environment” (St. Clair, 1993) ;and 
“Leadership Skills in the Reengineered Library: Empowerment and Value 
Added Trend Implications for Library Leaders” (Sweeney, 1997). Recog- 
nizing the relationship between the use of magic in so-called primitive 
societies to control unknown forces and the analogous use of ideology in 
modern society as a form of rhetorical “mystification” (Burke, K., 1969b, 
pp. 40-42,101-1lo),  Micklethwait and Woolbridge (1996) have chronicled 
the rise of popular management literature in a work entitled The Witch 
Doctors: Making Senst of the Management Gurus. 
RIDING THE WAVES MANAGERIALOF AMERICAN DISCOURSE 
The Rise of the Organizational Culture Control Paradigm: 1975-1 985 
In a social scientific study cited for its exemplary combination of rig- 
orous qualitative and quantitative methods (Frost & Stablein, 1992, pp. 
19-46), Barley et al. (1988) have documented the “implicit causal model” 
(p.39) which management practitioners first articulated in the mid-1970s 
and which since has been widely adopted by practitioners and organiza- 
tional theorists alike. It also forms the basic plot outline used by nearly all 
management “gurus” to weave their dramatic tales of organizational 
change. It consists first of a need and “desire for control.” This control 
operates via two major vehicles. The first vehicle, “rational organizing 
strategies,” affects “performance and productivity” directly, as well as indi- 
rectly, through its influence on an organization’s “social integration.” The 
second vehicle, “cultural manipulation,” has no direct effect on perfor- 
mance and productivity, but has an important indirect effect as a result of 
its impact on social integration. External threats to control over perfor- 
mance and productivity are seen to come from: “foreign competition”; 
“environmental turbulence”; ‘Japanese management”; and “economic 
hardship”(Bar1ey et al., 1988, p. 39). 
Barley et al. arrived at this model, which may be called the organiza- 
tional culture or normative control paradigm, in an attempt to develop 
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empirically grounded methods for “assessing whether members of two 
subcultures, in this case, academics and practitioners, have influenced 
each other’s interpretations” (p. 24). 
To proceed with such an analysis requires identifying two streams of 
discourse: one that can be said to encode the practitioner’s view on 
an issue and another, the academic’s perspective. I n  the case of a 
topic of burgeoning interest in a field where academic and practitio- 
ner-orientedjournals ai-e ivell defined, the task is reasonably straight- 
forward. (11. 28) 
“The rise of organizational culture” represented just such a topic, so 
“the initial task was to identify a suitable universe of articles on organiza- 
tional culture” arid then assign each article to the writer’s appropriate 
discourse community-i.e., academic or practitioner (pp. 31-38). The 
universe selected encompassed “all articles on organizational culture, sym- 
bolism, myth written in English that appeared in periodicals or collec- 
tions of reading published between January 1975 and June 1985. . . . The 
final sample consisted of 192 papers published in 78 different outlets” 
(pp. 33-34). A coding scheme was developed and used by the three au- 
thors to produce inter-subjectively valid readings of each paper. This 
scheme identified formal linguistic features of each text to represent its 
“pragmatics,. . . how the meaning of a word or phrase is shaped by its 
surrounding context” (p. 28). The scheme is too complex to review here, 
but examples of two particularly significant pragmatic features, that we 
have found also characterize contemporary LIS models of organizational 
change, indicate how the codes were defined and applied. 
Tur-ldent rnvironrnentc (X):The percentage of a paper’s paragraphs 
tha t  conta ined  references to unpredic tab le  changes in an  
organization’s environment that were not primarily economic. Lexi- 
cal clues included mentions of “shifting regulatory policies,” “chang- 
ing technology,” “shifting demographics,” “environmental turbu- 
lence,” “hard times,” etc. (p. 42) 
Most . . . authors of early practitioner-oriented texts argued that 
culture’s promise hung on the following pseudosyllogism: culture 
enhances social integration; social integration increases performance 
and productivity; therefore, if one can enhance social integration by 
manipulating culture, then, substantial increments in performance 
and productivity should ensue. . . . Four collocational indicators 
tapped expressions of successfill and unsuccessfiil attempts to ma-
nipulate culture [for example]: 
Gaining corztml ovw culture (Cove.+): The percentage of a paper’s para- 
graphs containing a sentence whose syntax included (1)a verb signi- 
fying control, ( 2 )  a direct object referencing culture, and (3) a verb 
or subject that implied a social actor in a position to exercise con- 
trol. . . . (pp. 42-43) 
Initially, academic and practitioner literature exhibited different in-
terpretative paradigms: 
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Whereas the pragmatics of papers written for practitioners displayed 
surprising commonalities, the contextual framework of academic dis- 
cussions varied widely. In part the plethora of discursive frames re- 
flected the fact that different authors relied on different anthropo- 
logical paradigms. . . . Nevertheless, it was possible to specifj an ideal 
pragmatics for academic discourse by focusing on global themes . . . 
and by noting types of statements that were conspicuously absent in 
academic texts. . . . [For example,] academic papers frequently ex- 
pressed the anthropological theme that culture operates as a form of 
normative control beyond the volition of the individual. But, while 
cultures might control people, it was almost unthinkable that people 
could control culture. (pp. 43-44) 
The primary purpose of Barley’s research program was to assess the 
mutual influence of two discourse communities arid to produce definitive 
results about this influence by using a methodology that was unusually 
rigorous and as impervious to criticism as possible. His initial hypothesis 
was that practitioners would borrow from academic theorists, which is a 
common assumption made by diffusion theorists and the general public 
alike. It also seemed likely that there might be a merging of the two 
cultures. In fact, the research revealed that “over time, . . . academics 
appear to have moved toward the practitioners’ point of view, while the 
latter appear to have been little influenced by the former.” Although this 
conclusion had been demonstrated as conclusively as possible by the use 
of a rigorous methodology, that same methodology could only show the 
direction of the influence. It could not explain the reasons for this result, 
although reasonable speculations could be made about why academics 
became acculturated to the practitioners’ discourse community (Barley et 
al., 1988, pp. 52-55). In order to put these unexpected findings into a 
broader explanatory framework, Barley and Kunda (1992) expanded the 
context of this research and reviewed the history of American manage- 
ment discourse. 
Economic Cycles and Oscillations in Organizational Control Paradigms: 
18 70-1 985 
In their 1992 study, Barley and Kunda reread this history by treating 
its theories as “rhetorics or ideologies [that promulgate] a set of assump- 
tions about the objects . . . of rhetorical construction . . . with which it 
deals: . . . corporations, employees, managers, and the means by which 
the latter can direct the other two” (p. 363). That history has generally 
been read by the general public, managers, and scholars alike within the 
context of the broader American ideology of progress. Managerial theo- 
ries and practices have been assumed to be evolving away from direct au- 
thoritarian control and toward indirect normative control, with an in- 
creased concern for the social and psychological aspects of work. Barley 
and Kunda (1992) find, contrarily, 
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that since the 1870s American managerial discourse has been elabo- 
rated in waves that have alternated between normativr and rational 
rhetorics. . . . [This] tendency for innovative surges of managerial 
theorizing to alternate between rational and normative rhetorics of 
control appears to be rooted in cultural antinomies fundamental to 
all Western industrial societies: the opposition between mechanistic 
and organic solidarity and between communalism arid individual- 
ism. The timing of each new wave is shown to parallel broad cycles 
of economic expansion and contraction. (p. 363) 
The authors identified five waves: (1)from 18’70 to 1900, the norma- 
tive rhetoric of industrial betterment captured the attention ofprominent 
industrialists; (2) from 1900 to 1923, the rational rhetoric epitomized by 
scientific management moved beyond engineering circles to the larger 
managerial community; (3) from 1923 to 1955, the resurgence of welfare 
capitalism and the rise of industrial psychology marked a return to nor- 
mative theorizing that gathered full force in the human relations 
movement; (4) from 1955 to 1980, the rhetoric of systems rationalism, 
inspired by the rise of general systems theory in the mid- to late-l950s, 
came to dominate managerial discourse, if not practice; and (5) from 
1980 to the present, the rhetorics of organizational culture, commitment, 
and quality gathered force as American managers once again evoked a 
normative ideology in the face of foreign competition and global depen- 
dency (Barley & Kunda, 1992, pp. 38486). 
Because the tensions that underlie this oscillating pattern are inter- 
nal to the system and result from fundamental contradictions in the cul- 
tural foundations of modernity, “they can never be resolved even by the 
most cunning theory” (Barley 8c Kunda, 1992, p. 386). But why has an 
alternating pattern of “temporal segregation” rather than some other way 
been used to balance these opposing forces (p. 386)? Barley and Kunda 
suggest that, of the three available viable strategies (integration, social or 
spatial segregation, and temporal segregation), Anglo-American culture 
has generally tended to select the latter strategy in keeping with its overall 
political culture that, “among other things, . . .underwrites the institution 
of two-party politics” (p. 386). Thus, after an initial surge of enthusiasm 
for a newly dominant system of regulation, tensions gradually build up so 
that criticism from the opposition begins to challenge the reigningideology 
and a reversal takes place. However, “because conceptual tensions are 
theoretically omnipresent, the mere fact of their existence cannot trigger 
a surge. To account for the timing of alterations one must therefore in- 
voke forces exogenous to the culture’s conceptual repertoire” (p. 387). It 
appears that “changes in the tenor of managerial discourse” have followed, 
with a slight time lag, the “four broad cycles of expansion and contraction 
. . . that . . . Western economies have experienced . . . over the last 200 
years” (pp. 389, 391). Rational rhetorics surge following periods of ex- 
panding capital investment spurred by basic shifts in the technical infra- 
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structure “when profitability seems most tightly linked to the management 
of capital”; conversely, normative rhetorics surge following periods of con- 
tracting capital investment in which the increased productivity created by 
the introduction of a new technical infrastructure has saturated the mar- 
ket and “profitability seems to depend more on the management of la- 
bor” (pp. 389-91). It remains to be seen whether the introduction of yet 
another new technical infrastructure, in the form of networked informa- 
tion processing systems, will truly transform the institutions of modern 
society and its discourses or will simply initiate a new cycle. 
TOWARD THEORY DISCOURSEA SYNCRE IC OF TRANSFORMATIONAL 
Deriuatiue Managem’al Ideologies in LIS 
At first glance, LIS literature about organizational change in academic 
libraries appears to be almost entirely derived from the forms of discourse 
analyzed by Kling (1994), Vyborney (1992), and Barley et al. (1988). The 
theory and practice of management in libraries has always borrowed heavily 
from the dominant managerial culture, usually after a significant time lag 
(Day, 1969). As with everything else today, that process has speeded up, 
and academic library administrators are adopting the latest organizational 
fashions almost as quickly as their corporate counterparts. Along with 
other managers and organizational theorists, they also seem to have ac- 
cepted as valid the core argument of the normative control paradigm. 
This argument claims that building a strong non-bureaucratic organiza- 
tional culture will enhance competitiveness, performance, and productiv- 
ity as well as improve the quality of working life (Fore et al., 1993; 
Harrington, 1981; Honea, 1997; Lee, 1993a, 1993b; Lubans, 1998; Mullen, 
1993; Neal & Steele, 1993; Phipps, 1993; Stoffle, 1995; Sweeney, 1997). 
In support of this argument, they cite standard sources from the popu- 
lar management literature-both from the older human relations and 
organizational development schools as well as from the more recent orga- 
nizational culture and organizational learning schools (Argyris, 1967; 
Argyris & Schon, 1978; Bennis, 1969; Deal &Kennedy, 1982; Lewin, 1951; 
Maslow, 1954; Mayo, 1933; McGregor, 1960; Osborne & Gaebler, 1992; 
Ouchi, 1981; Peters &Waterman, 1982; Schein, 1985; Schon, 1971; Senge, 
1990). They do not mention the considerable body of research that re- 
veals how ambiguous the empirical support really is for this argument 
(Alvesson, 198’7b; Fischer, 1994; Gillespie, 1991; Jones, 1992; Schwartzman, 
1993). 
Human Science Research, Grounded Theorizing, and the Spiral of Interpretation 
In response to the increasingly rapid intrusion of derived forms of 
transformational rhetoric into the organizational life of academic librar- 
ies, this author began a long-term research project several years ago that 
has gone through three stages so far. The first stage involved action research 
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focused on creating a collaborative institutional structure in which infor- 
mation technologies could be put in the service of humanistic research 
and teachirig (Day, 1994). The second stage reviewed the professional- 
ization project that academic librarians have undertaken during this cen- 
tury and the challenges to professional control over academic library work 
that are presented by economically and technically driven change (Day, 
1997). It became clear from these projects that issues of organizational 
change in academic libraries were being influenced by much deeper cul- 
tural forces than usually recognized. In order to better understand these 
forces, the present research project was undertaken. Its ultimate goal is to 
develop the type of systematic social analysis called for by Kling that is 
both more compelling than traditional LIS research and more credible 
than the managerial ideologies that so many LIS administrators and re- 
searchers repeat. The syncretic research method has been chosen as most 
appropriate for making progress toward such a goal (Polkinghorne, 1983, 
pp. 252-56). This method 
can deepen and clarify [the human science discourse community’s] 
understanding of a topic through the integration of the results de- 
rived by the various systems of inquiry. . . . [In addition] human sci- 
ence research can reap significant methodological benefits from us-
ing multiple procedures for its research design. . . .The use of mul-
tiple methods to study the same problem has been termed trianpka-
tion. . . . Denzin lists four varieties of triangulation: theoretical, . . . 
investigator, and the use of multiple methods 
of these various approaches are combined into the study of one prob- 
lem, the process is called “miiltiple triangulation.” (pp. 252-54) 
For research on such a complex and controversial topic as ideologies 
of organizational change, the use of multiple triangulation seems most 
likely to produce a syncretic kind of knowledge that does more than sim- 
ply add to our existing accumulation of information on the topic and 
more than simply apply or construct yet another interpretative scheme. 
Making sense of the topic under consideration involves multiple levels of 
interpretation and “requires the use of systems logic and hermeneutic 
understanding procedures because the process involves identifymg simi- 
larities in differences and . . . identifying an organizing pattern which fits 
the . . . topic” (Polkinghorne, 1983, p. 255). Discourses taken as data for 
research (the various accounts of organizational change that form the 
subject of this investigation) already have been systematized by their pro- 
ducers according to a wide variety of rhetorical principles. In addition, 
those organizations which form both the subject and the context for all 
our discourses exist as such only because we have systematized them in 
the form of historically created social institutions. Rather than taking all 
these systems of interpretation and painting a new picture of organiza-
tional change from a new dominant perspective, the syncretic approach 
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can be used to weave a multidimensional interpretative tapestry which 
expresses Polkinghorne’s (1983)five principles of syncretization: 
1. The syncretic process does not force an artificial unity on the re- 
sults of the various systrms of inquiry. 2.  The work is synoptic. It 
looks at the manifestations of the subject of inquiry as they have ap- 
peared in the various approaches in order to identify underlying 
patterns which will account for the manifestations. 3. The integrity 
of the results of the initial inquiries needs to be maintained. 
the syncretic process, the information becomes part of a ne 
and its meaning can be transformed by its relationship to the inte- 
grated whole. 5 .  The syncretic process does not end with a finished 
product. (p. 256) 
This process necessarily starts at a particular point in time and space 
but then gradually moves around and beyond that point to draw a grow- 
ing spiral of interpretation. In fact, one may draw several interpretative 
spirals around a variety of interrelated systems and then begin to overlay 
them to create a coniposite multidimensional picture similar to those found 
in anatomy textbook descriptions of the human body and its many func- 
tional subsystems. Here is where the process of multiple triangulation has 
proven useful. A particular variant of that process, known as “grounded 
theory,” has been used: 
The grounded theory approach is a qualitative research method that 
uses a systematic set of procedures to develop an inductively derived 
grounded theory about a phenomenon . . . [in which] data collec- 
tion, analysis, and theory stand in reciprocal relationship with each 
other. One does not begin with a theory, then prove it. Rather, one 
begins with an area of study and what is relevant to that area is al- 
lowed to emerge. . . 11-constructed grounded theory will meet 
four central criteria t, understanding, generality, and control. 
(Strauss & Corbin, 1990, pp. 23-24) 
LIS DISCOURSE AND ORGANIZATIONALCOMMUNITIES CH NGE 
A complex procedure was needed to identify texts representing the 
ideologies of distinct LIS discourse communities and social interests. Fol-
lowing Barley’s lead, LIS literature was first searched for works on “organi- 
zational culture” in printed and online databases, including ERIC, LISA 
(Library and Information Science Abstracts), Library Literature, PCI (Periodical 
Contents Index), Social SciSearch (Social Sciences Citation Index), and SocioFile 
(Sociological Abstracts). Only a few LIS works explicitly focused on organi- 
zational culture so the search was expanded to cover the broader topic of 
“organizational change.” This turned up significantly more material, but 
that material clearly did not represent a focused “topic of’burgeoning 
interest in a field where academic and practitioner-oriented journals are 
well-defined” (Barley et al., 1988,p. 28). 
A search of Chadwyck-Healey’s historically oriented PCI: Periodical 
Contents Index revealed only a small stream of articles from 1900 until 1970 
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when discourse expressing transformational styles of change from the hu- 
manist point of view began to emerge. A variety of online databases and 
catalogs were then searched to create three sets whose results were manually 
reviewed for relevant titles. One set included works indexed by words denot- 
ing “change” (evolution, future, reengineering, transformation, etc.) . A sec- 
ond set included works with words denoting “organization” (administration, 
bureaucracy, management, hierarchy, etc.). The last set included works that 
explicitly mentioned “ideology.” Additional materials were located in 
Drabenstott’s (1993) and Pastine’s (1995) bibliographies about the future of 
libraries. The tables of contents of key academic and library administration 
journals were also reviewed. Finally, an Internet search revealed several use- 
ful online sources, such as the Follett lecture series (Gott & Stark, 1997). As 
of February 1998, 506 titles published between 1972 and 1998 have been 
identified. Of these, 76 percent (460) were published in the 199Os, 22 per-
cent (114) in the 198Os, and only 2 percent (11)between 19’72 and 1979. An 
updated bibliography of these titles is available on the author’s Web site (Day, 
1998). 
Bibliographic and social survey research indicates that LIS literature 
can be divided into two broad discourse communities of information sci- 
ence and librarianship (Apostle & Raymond, 1997; Jarvelin & Vakkari, 
1992; Rice, 1990). The literature produced by these communities over- 
laps the academic versus practitioners distinction. LIS educators tend to 
publish theoretically oriented articles in journals such as JASIS, whereas 
academic librarians tend to publish more applied, institutionally oriented 
articles in journals such as College & Research Librarzes. Additional splits 
occur between public library practitioners working within the librarianship 
paradigm and special librarians working within the information science 
paradigm. Likewise, the old split between technical and public services 
continues. 
The most salient split for research about organizational ideologies is 
that among three LIS communities whose boundaries reflect the basic 
divisions of authority and work found in all modern organizations. 
Mintzberg (1993), in his synthesis of empirical research on organizational 
structure, identified five basic parts that can be collapsed into three basic 
groups: managers (divided into strategic and middle managers), staff (di- 
vided into operating and support staff), and technocrats. The normative 
control model that Barley et al. (1988) summarized expresses a similar 
division. Managers charged with overall responsibility for organizational 
performance have a need and desire for control. They attempt to exert 
that control by designing strategies to deal with externally generated op- 
portunities and threats. They attempt to implement those strategies by 
exerting various types of internal control. Direct supervisory control of 
employee behavior is no longer considered to be appropriate or efficient. 
However, attempts to control behavior by improving the technocratic struc- 
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ture (through computerization, quality control systems, etc.) can be ag- 
gressively pursued. Simultaneously, ideological strategies are undertaken 
to integrate staff into a strong corporate culture that motivates them to 
improve their performance in the pursuit of organizational goals. 
The bulk of material dealing with changes in the technocratic struc- 
ture of academic library work thus comes from the previously dominant 
technical service wing of librarianship and from the rising computer sci- 
ence wing of information science. Most of the literature dealing with the 
strategic and cultural aspects of organizational change comes from prac- 
ticing library administrators. Library “paraprofessional” staff form the 
bulk of an academic library’s operating and support staff but have no real 
discourse community or ideology to defend their interests (Oberg, 1992, 
1996,1997; Oberg et al., 1992; Rodgers, 1997). Thus, the corpus of texts 
available for analysis consists primarily of material published by academic 
library and information system administrators for their own discourse com- 
munities and reflects managerial control ideologies. 
CODING AND RHETORIC MOTIVESTHE GRAMM R OF IDEOLOGICAL 
Traditional humanistic methods have been used to locate and inter- 
pret historical, social scientific, and popular managerial literature about 
ideologies and organizations as well as LIS literature about organizational 
change in academic libraries. These methods have been enhanced by 
observations gathered over thirty years as a participant observer in aca- 
demic libraries. They have been augmented by extensive use of comput- 
erized information retrieval, bibliographic management, and qualitative 
data analysis programs. The primary objective has been to identify formal 
linguistic patterns that can be linked to larger discourse systems whose 
organization can be interpreted in terms of theoretical principles. Sev-
eral core concepts have emerged about how ideologies operate to create 
and sustain organizations and about how contemporary LIS ideologies of 
organizational change operate to both reproduce and transform academic 
libraries. 
These concepts have specific grounded correlates in the formal lin- 
guistic features of the texts being studied. When interpreted through the 
reading process, these features generate those pragmatic or rhetorical 
features of discourse that Barley et al. (1988), Kling (1994), and Vyborney 
(1992) documented in their studies. Many of the same features they found 
also appear in the LIS literature, including high percentages of lexical 
references to a “turbulent environment,” the existence of syntactic struc- 
tures indicating a desire to gain “control over culture,” and a heavy reli- 
ance on scenarios and vision statements full of future tense verbs. 
The most accessible and appropriate material available for studying 
relationships of social domination, empowerment, and transformation are 
what Frohmann (1994)-following Dreyfus and Rabinow’s (1983) 
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explication of Foucault-calls “serious speech acts . . . performed by insti- 
tutionally privileged speakers” (p. 120). In the language of critical social 
theory, siich speakers represent the interests of specific social classes, elites, 
groups, or sections and tend to express those interests in terms of a domi- 
nant ideology (Abercronibie et al., 1990; Alvesson, 1987a, 1987b;Alvesson 
& M’illinott, 1992; Brwerinan, 1975; Clegg, 1989; Ciddens, 1979, 1981; 
Hardy & Clegg, 1996; Weiss, 1986). In general, social theorists agree that 
ideologies serve to legitimize and motivate coordinated social action. They 
accomplish this by providing a shared public story about what the social 
world is and should be like-particularly in regard to the distribution of 
authority and resources. The difficulty, of course, arises from the fact that 
turbulent times create a situation in which many different ideologies com- 
pete. As was suggested earlier, ideological, utopian, and social scientific 
writings all arose a s  attempts to explain, justify, or challenge the social 
forces that generated the human problems of industrialiLation. How one 
interprets those forces determines what type of theory or ideology one 
prefers. Does culture control 11sor do we control culture? If “by an insti- 
tution [we] niean a structure in which powerful people are committed to 
some d u e  or interest” (Stinchcombe, 1968, p. 106),how do people get 
to be powerful and committed, and who decides what values or interests 
they should he committed to? 
However one answers these questions, it seems clear that “at the heart 
of both domination and power lies the trccmformi’ng cn@citj of human ac- 
tion, the origin of all that is liberating and productive in social life as well 
;is all that is repressive and destructive” (Giddens, 1981, p. 51).Thus, an 
of discourses promoting one or another form of organizational 
change needs to distinguish between two primary types of ideological func- 
tioning. The first emphasizes the strutegxc dimension of ideology and repre- 
sents the i\Iachiavelian situation in which people consciously manipulate 
available forms of discourse from a presumed position of autonomy in 
order to rationa1i.x a distribution of power and resources that favors their 
own group interests. The second emphasizes the systmnt ic  dimension of 
ideology and represents a situation of disciplinary power as elaborated by 
Foricault (1972) in which people unconsciously apply the symbolic or- 
ders of their discourse community to express forms of lived experience 
that maintain existing forms of social doniinatioii (Giddens, 1979, pp. 
190-91) . 
For the purpose of analyzing 1,IS literature about organizational 
change, Kenneth Burke’s (1968) “dramatism” approach to human inter- 
action has been used to capture this aspect of ideological discourse. Based 
upon Burke’s work, a provisional, conceptually coherent “start list” of codes 
(Miles & Hubernian, 1994) has been developed. The systematic dimen- 
sion of ideology is treated as providing “a grammar of motives” (Burke, 
1969a), which both constrains understanding and also provides material 
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for enacting ideological strategies. This strategic dimension of ideology 
expresses “a rhetoric of motives” (Burke, 1969b), which provides sym-
bolic devices for promoting interests. 
Czarniawskajoerges (1997) has already applied Burke’s insights to 
the study of narrative dramas aimed at transforming organizational iden- 
tities. Her approach developed from earlier cross-cultural studies on ideo- 
logical control in non-ideological organizations (Czarniawska-Joerges, 
1988). Burke (1968,1969a, 196913) and Czarniawskajoerges (1988,1997) 
both share with Barley (1988) and this author a concern for identifying 
those rhetorical features in organizational discourse that explicitly encode 
ideologies of control. Burke’s (1968, 1969a, 196913) “dramatistic” termi- 
nology supports a syncretic grounded theory project particularly well be- 
cause it links basic linguistic features at the word and sentence level with 
the interpretative language of everyday life as well as with abstract social 
theories. For example, entrepreneurial ideologies of “transformational 
leadership” will tell a story in which actors dominate the scene. It will be 
composed of sentences with a human “actor” as subject, with the organi- 
zational cultural “scene” as an object under the actor’s control, and with 
positive organizational “action” as an indirect object of that control 
(Czarniawskajoerges, 1997, pp. 30-41). 
This coding system is not being used-as Barley used his-to “test” a 
theory. Rather, it is being used to develop a theory. Thanks to the use of 
the software program ATLAS/& a “code-based theory-builder” explicitly 
designed for the purpose of generating grounded theories (Muhr, 1997; 
Weitzman & Miles, 1995, pp. 217-29), the coding system and the theories 
it supports can easily be modified. Once digitized, texts can be grouped 
into interpretative units and overlaid with various coding schemes. The 
most basic level involves noticing and “quantifying” one or more distinct 
features-just like highlighting a printed text. Additional levels include: 
automatically searching and coding formal features; manually attaching 
memos to texts, features, and codes; and constructing complex hypertext 
links or graphical networks that represent underlying semantic and prag- 
matic systems. Because the text itself is never changed or marked, the 
various overlays can continually be rearranged in a very flexible manner 
as the spiral of interpretation proceeds. Likewise, whole texts, textual 
features, and their codes can easily be added, deleted, or regrouped into 
different interpretative units. 
So far, the texts have been grouped into two primary categories: those 
that express technocratic and those that express managerial ideologies 
and interests. Within each group, sub-groups form primarily around dif- 
ferent rhetorical strategies for promoting organizational change. Each 
strategy emphasizes different forms of control, uses different organiza- 
tional metaphors, and relies on different sets of organizational theorists 
in their attempt to solve the current “identity crisis” that modern 
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organizations appear to be undergoing (Czarniawska-Joerges, 1997). Many 
technocratic texts emphasize a traditional systems rationaliiation approach. 
The work of Kling and his collaborators differs from these in emphasizing 
the “social design of worklife with computers” in which organizations are 
treated as “open natural systems” (Kling &Jewett, 1994). 
Within the managerial literature, three major strategies stand out. 
The first is represented by the work of Lewis (1984,1986, 1994). Both his 
approach and the second one apply formal economic theories which stress 
the influence of a market system and that treat all organizations as if they 
were “firms” whose primary reason for existence is to lower “transaction 
costs” (Barney & Hesterly, 1996; Lewis, 1984; Porter, 1985). Lewis’s strat- 
egy involves reaffirming the traditional values of librarians and strength- 
ening their professional power, while improving staff conditions and re- 
wards, in order to create a professional firm similar to that of accountants 
and lawyers. The second strategy is represented by Stoffle et al. (1996) at 
the University of Arizona who are pursuing a more radical strategy of cul- 
tural revolution in which staff and professionals of all types are merged 
into flexible work teams within a strong corporate culture. A great many 
libraries have adopted the third strategy, Harvard being only the most 
prominent example, which represents an updated “organizational devel- 
opment” model (Clack,1993; Lee, 1993a, 1993b, 1996). This model was 
created in the 1960s as an attempt to merge human relations and general 
systems concepts so as to create a “learning organization” (Ackoff & Em-
ery, 1972; hgyr i s ,  19.57; Argyris & Schon, 1978; Bennis, 1969; Leavitt, 1965; 
Shepard, 1965; Simon, 1960). It was adopted as a core strategy of aca- 
demic librarianship when the Association of Research Libraries (ARL) 
established its “Office of Management Studies (OMS) in 1970” (Johnson 
& Mann, 1980, p. 47) and with the OMS’S subsequent development of its 
Management Review and Analysis Program (MRAP) in 1971 (p. 52). 
Despite their strategic differences, nearly all the texts encountered 
so far continue to reproduce the basic structural dichotomies of modern 
Western industrial civilization. The grammar of ideological motives that 
they utilize stays within what Alvesson (1987a) calls the “consensus para- 
digm” of work organization research “which regards the prevailing order 
in working life and society as for the most part laid down and inevitable 
with regard to basic conditions of the type of economic system, private 
ownership and technological development” (p. 3). To this extent, trans- 
formational discourse involves little true transformation. 
CONCLUSION: LIBRARY VEHICLETHEACADEMIC AS A RHETORICAL 
This article has reviewed the development of the academic library as 
part of a broader historical process. That process transformed the values 
of earlier modernization projects and institutionalized them in an eco- 
nomic system of continuous creative destruction. The major cultural di- 
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chotomies created by that system provide an invitation to engage in ideo- 
logical rhetoric whenever tensions become particularly apparent. We live 
in an age when basic changes in the technological infrastructure of soci- 
ety have triggered the release of tremendous cultural energy and waves of 
transformational discourse. Those charged with responsibility for our aca- 
demic libraries are searching for new organizational identities that will 
allow them to survive the turbulent economic and social climate. Some of 
their more compelling visions are based upon scenarios of digitized vir- 
tual libraries. 
It has been suggested that a more syncretic and rhetorical view of 
how people organize themselves could help to place academic libraries 
into a broader historical and institutional context so that their truly unique 
defining features may be discerned. From this point of view, academic 
librarianship itself can be seen to be an ideology that arose during the 
twentieth century and helped to create academic libraries as powerful 
rhetorical vehicles designed to translate cultural artifacts from the past, 
through the present, and into the future. Like all metaphors, this defini- 
tion of academic libraries as rhetorical vehicles will remain dead until we 
bring it and what it represents to life with discourse. An ideology of aca- 
demic librarianship that understands that we have been working in “vir- 
tual libraries” all along will be able to draw upon the repertoires of cul- 
tural materials and devices preserved in real libraries to enact more com- 
pelling and convincing dramas of organizational change. 
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Quantity with Quality? Teaching Quantitative and 
Qualitative Methods in an LIS Master’s Program 
PETERLIEBSCHER 
AFSTRACT 
To PREPARE FUTI’RE INFORMATION PROFESSIONALS for the rapidly changing envi- 
ronment in which they will work, library and information science (LIS) 
educators have an obligation to ensure that their graduates understand, 
conceptually and pragmatically, the major methodological paradigms of 
research. Most LIS programs offer only a single course in research meth- 
ods. Within that constraint, an important question is whether or not both 
qualitative and quantitative methods can be taught adequately. This ar- 
ticle suggests that, by integrating the teaching of both quantitative and 
qualitative methods through “between methods” triangulation, an ad- 
equate learning experience can be achieved. Such an approach allows 
students to explore research problems from multiple perspectives and to 
evaluate critically the strengths and weaknesses of each methodology. The 
article discusses the need for such an integrated approach and suggests a 
scenario for applying it within the realm of a single semester course. 
INTRODUCTION 
Many schools of library and information science (LIS) are faced with 
an acute problem. Both quantitative and qualitative research paradigms 
are represented in the LIS literature, yet only a single research methods 
course is offered at the master’s level. This being so, the problem invites 
a number of questions: What ought such a course include? Should in- 
structors, opting for breadth, attempt to teach both qualitative and quan- 
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titative methods? Alternatively, might it be desirable to opt for one or the 
other and achieve a greater degree of depth? How should such a course 
be taught? These questions are certainly important. The answers hinge 
on the answer to yet another question-can LIS programs afford to gradu- 
ate information professionals who are literate in one methodological para- 
digm only? 
Evaluating the research output in an appropriate domain is an essen- 
tial component of professionalism. That is the case for all professions. In 
LIS, a profession that has adopted a user-centered approach to service 
provision, services and systems must constantly be reviewed in light of the 
most current research findings. Only by doing so can LIS practitioners 
express confidence that their services and systems are the best they can 
offer. When viewed in this way, it becomes obvious that the toolkit of the 
competent information professional must include an understanding of 
the methods of both paradigms. Without this understanding, master’s level 
graduates will be inadequately prepared to do research or to be critical 
consumers of the research of others. 
To acquire this element of the toolkit requires not only a theoretical 
grounding in methods but also a practical element-LIS students must 
experience research. The value of experiential learning is well documented 
in the education literature. Schall (1996) points out that professionals 
often deal with complex issues and argues for the inclusion of experien- 
tial learning in graduate and professional curricula. Schall believes that, 
through hands-on experience in dealing with such issues during course 
work, today’s student will be able to address these issues in future profes- 
sional practice. Research too is complex, and students cannot learn to do 
or to evaluate research from the literature alone. Practical hands-on ex- 
perience in doing research is an essential ingredient of the learning pro- 
cess. Consequently, an LIS research methods course must embrace a sub- 
stantial practical element that takes students through the process of de- 
sign, data collection, data analysis, and reporting. 
THETwo PARADIGMS 
As pointed out by Orlikowsky and Baroudi (1991), a quantitative re- 
search methodology is appropriate where quantifiable measures of vari- 
ables of interest are possible, where hypotheses can be formulated and 
tested, and inferences drawn from samples to populations. Qualitative 
methods, on the other hand, are appropriate when the phenomena un- 
der study are complex, are social in nature, and do not lend themselves to 
quantification. Typically, qualitative methods are used when understand- 
ing the cultural context from which people derive meaning is an impor- 
tant element of a study. Such cultural context is usually not susceptible to 
quantification and aggregation and is, therefore, usually ignored in 
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quantitative studies. Yet failure to understand cultural context niay de- 
prive the researcher of a real understanding of the problem at hand 
(&plan & Maxwell, 1994). 
In LIS, researchers grapple with problems of both sorts-they study 
information systems as well as the interactions of people with those sys-
tems. In other words, they are concerned with both functionality and 
usability. The cultural context is vital for determining usability and, to 
some extent, for functionality. Researchers are beginning to recognize 
that resorting to a single methodological paradigm in LIS research does 
not provide the understanding needed to design and maintain effective 
services. It follows, therefore, that courses based on a single method- 
ological paradigm are inadequate preparation for the information profes- 
sional. 
QUANTITATIVEMETHODS 
Because quantitative methods are well defined and easy to validate, it 
has not been a difficult problem, historically, to fit these methods into a 
single semester course. In quantitative research, observations are reported 
in aggregate quantitative form. Formal hypotheses are posed that are 
tested and either accepted or rejected. To conduct quantitative research 
implies the need for very precise identification and definition of variables 
and the ability to operationalize them in such a way that numbers can be 
attributed to them-e.g., age, GRE, opinions on satisfaction, liking, and 
so on. Admittedly, this is often difficult because many variables may be 
relevant. Fidel and Soergel (1983) identified more than 200 variables 
that affect just the online bibliographic search process. However, if the 
variables of interest have been identified and operationalized and a data- 
gathering scheme has been devised, the researcher can design the study 
and rely on well established and accepted criteria for judging its validity. 
In other words, much can be said about the validity, reliability, and 
generalizability of the study from the design alone. 
While identifying and operationalizing variables in complex research 
problems is difficult, once it has been done, the process of data gathering 
and analysis is well defined and relatively straightforward. Furthermore, 
unless the study is longitudinal, data collection is generally also relatively 
fast-i.e., once the study design is determined, the gathering and analysis 
of data proceed rapidly. In addition, although data for quantitative stud- 
ies can be gathered in the field, more often data are gathered in-house 
(through laboratory experiments) or through survey instruments of vari- 
ous types. In any case, from a pedagogical standpoint, data for a variety of 
quantitative studies can be gathered “from within the classroom” so to 
speak. 
Given the nature of quantitative research, it is entirely possible to 
teach a quantitative methods course with dummy data only. Although 
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students invariably question the limited relevance of dummy data in the 
learning process, many courses are, nevertheless, taught in exactly this 
way. Of course, this approach lends itself rather well to the time con- 
straints imposed by the academic semester. Pedagogically, the quantita- 
tive approach is also well suited to simple examples that can be tackled in 
a short time. “Dummy” studies (using small data sets and a limited set of 
variables) can be “conducted” and the results analyzed in class. Thus, 
students can be given considerable practice over the course of a semester 
in testing a variety of hypotheses. 
QUALITATIVEMETHODS 
Qualitative research, on the other hand, is highly time consuming. 
The very language of qualitative research suggests an exhaustive process- 
prolonged engagement, intensive observation, thick description (Lincoln & 
Guba, 1985). Good design is, of course, a requisite for any type of study. 
However, it is fair to say that qualitative studies lack the same clear cut and 
objective standards for design as quantitative studies-i.e., the qualitative 
design emerges as the study unfolds. Indeed, Creswell (1994) points out 
that there is little agreement among researchers in terms of a set of pre- 
cise procedures for data collection, analysis, and reporting of qualitative 
studies. Consequently, the evaluation of a qualitative study cannot be re- 
alized in the absence of data collection and analysis (since analysis pro- 
ceeds hand in hand with observation). The quantitative researcher can 
be confident that the standards of rigor for design and analysis have been 
met before data collection commences. The qualitative researcher can- 
not do the same. As Lincoln and Guba (1985) point out, the pillars of 
qualitative research-credibility, transferability, dependability, and 
confirmability-cannot be demonstrated in the absence of data. Of course, 
this does not mean that the design process for a qualitative study is unim- 
portant. Before collecting and analyzing data, the qualitative researcher 
must, according to Berg (1998), “sketch out the entire research project in 
an effort to foresee any possible glitches that might arise” (p. 27). But 
unlike a quantitative study, an evaluation of the design without data is 
much more difficult. 
While the quantitative researcher can gather data without leaving her 
institution, the qualitative researcher most often gathers data through 
observations “in the field.” Indeed, an immersion in the natural setting 
of the phenomena under observation is often an essential element of quali- 
tative research. As Cavan (1966) pointed out, if you want to know how 
people socialize in bars, you have to visit bars to observe them. The prin- 
cipal emphasis in learning qualitative methods lies in learning how to 
observe, record, and analyze real interactions between people and be- 
tween people and systems. Thus, using dummy data in teaching qualita- 
tive research is clearly absurd. It appears, therefore, that teaching 
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qualitative methods in the classroom alone is untenable and that it may 
be difficult to teach through field observations in a single semester course. 
However,if LIS professionals Face research problems that call for both 
methodologies, teaching only one or the other is a disservice to graduates 
of LIS programs and to the profession. Given the arguments just pre- 
sented, it may seem curious to suggest that both methodological para- 
digms can be taught in a single semester, indeed, that there may be sound 
pedagogical reasons for doing so. 
SHOULDWECOMBINE? 
Chenail (1992) pointed out that some qualitative research has some-
times been legitimized by juxtaposing it with quantitative studies. In this 
sense, qualitative research is seen as pre-quantitative, post-quantitative, or 
in combination as a triangulation of methods. Of course, qualitative re- 
search in LIS no longer needs to be legitimized by juxtaposing it with 
quantitative research. Instead, a growing number of researchers are em- 
ploying such combinations of methods to gain greater insights. Because 
many phenomena in LIS are highly complex, it makes sense to employ 
multiple perspectives to expand understanding. 
The nature of research in LIS is such that solutions to important prob- 
lems are seldom found in one study and by using one methodolocgy. In- 
deed, there is consensus within each of the methodological paradigms 
that there are advantages to using multiple methods to enhance under- 
standing of phenomena-i.e., triangulation, as coined by Denzin (1978). 
Indeed, Lincoln and Guba (1985) suggest that triangulation is one impor- 
tant means of demonstrating the credibility of a qualitative study. It seems 
that, within each methodological paradigm, triangulation is accepted, in- 
deed viewed, as highly desirable. 
A growing number of researchers, interested in obtaining answers to 
thorny questions, are selecting methods from both paradigms. Jick (1979) 
showed how quantitative methods could augment the findings of a quali-
tative study, pointing out that weaknesses in one methodoIo<gy can be com- 
pensated for by strengths in another. Morse (1991) used both qualitative 
and quantitative methods concurrently and in sequence and argued that 
these approaches result in deeper understanding of phenomena. Creswell 
(1994) refers to these approaches to research as “between methods” tri- 
angulation. 
In addition to triangulation, Greene, Caracelli, and Graham (1989) 
identify several other factors that might lead researchers to opt for “be- 
tween methods” studies. They suggest that this approach allows research- 
ers to focus on different facets of a phenomenon, to look at phenomena 
sequentially to observe development, to discover paradoxes and new per- 
spectives, and to add depth and breadth to a study. 
It appears that “between methods” approaches to research are gain- 
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ing credence within the social sciences. If that is so, then a strong case 
can be made for LIS research methods courses that integrate the two para- 
digms through their application 10 common research questions. Herein 
lies the key to the pedagogical problem. If, rather than teaching methods 
in isolation, instructors take an integrated approach to a research ques- 
tion, then the problem under investigation is the focus of the semester’s 
study and not the particular methods being taught-truly a “between 
methods” approach. 
All of us are aware that research methods can be learned uncritically- 
almost by rote. If they are learned in this way, they will almost certainly be 
applied in a like manner. The integrated “between methods” approach to 
learning research methods allows the instructor to juxtapose methods and 
expose both their weaknesses and their strengths. Learning in this envi- 
ronment is much more likely to result in critical appraisal of research 
designs and methodologies. 
Careful sifting of potential research problems can ensure develop- 
ment of a set of questions that can be investigated concurrently using 
both methodological paradigms and, through “between methods” trian- 
gulation, gaining added perspectives as well as supporting evidence. This 
approach achieves two pedagogical objectives: the student gains a richer 
understanding of the phenomena under study, while at the same time 
critically appraising the strengths and weaknesses of the various methods 
employed on a single problem. In this scenario, the semester consists of 
problem identification, study design (using both quantitative and qualita- 
tive methods), data collection and analysis, and reporting results, all cen- 
tered on a single set of research questions. Data collection for the quan- 
titative approach is completed relatively quickly, while in the qualitative 
approach, the process continues for much of the semester. 
Of course, there are many possible designs and procedures for quali- 
tative research. Tesch (1990) developed a typology of twenty design types. 
Clearly not all can be taught in one course. From a pedagogical perspec- 
tive, students should have as much exposure as possible to whatever com- 
mon ground can be identified among the different methods. The ques- 
tion really is, What should LIS students know that will allow them to inter- 
pret all qualitative studies critically and intelligently? The essentials are: 
defining (and justifying) purposive samples, 
data collection through interviews and observation, 
data analysis simultaneous with data collection, and 
data analysis through reduction and interpretation. 
Interview methods lend themselves particularly well to the time con- 
straints of the single semester. A common interview method in some ar- 
eas of qualitative research is the use of focus groups. When the purpose 
of a study is to gain insights into attitudes of participants, the focus group 
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is an appropriate method. Catterall and Maclaran (1997) point out that, 
from a pedagogical standpoint, a central benefit is the convenience of 
interviewing several participants at once while simultaneously obtaining a 
wider range of responses, including forgotten details of experiences that 
are brought out through group interaction. Time saved is, of course, an 
important factor in a single semester course. However, the use of focus 
groups in a course suffers one significant disadvantage-since focus groups 
are not natural entities, observations are conducted in the artificial set- 
ting of the focus interview. The method is, therefore, unsuitable for par- 
ticipant observation of natural groups in natural settings (Berg, 1998). 
Focus groups may reveal what participants think about a task while 
they are not actually performing it. They will not necessarily disclose what 
participants actually do and how they feel while they are performing a 
task. It is well to recognize, as did Mintzberg (1979, 1983), that to genu- 
inely understand, to be able to answer the interesting questions in some 
domain, requires direct observations and many studies. Mintzberg de- 
voted a career to answering the question: What do managers really do? 
His methods, and those of his students, were qualitative, and the insights 
they attained over several years were remarkable. So, students must have 
experience in direct observation. It is also instructive for students to real- 
ize that a study conducted over one semester is unlikely to add a great 
deal to our knowledge in any domain of LIS. The goal then must be to 
achieve an understanding of what each method can contribute to the an- 
swers sought and how methods can complement each other. In the class- 
room, the goal is to reveal research problems that have these qualities. 
While they are attractive, interviews and focus groups alone are insuff- 
cient to meet these goals. The course work must include, as a necessary 
component, direct observations of individuals while they are performing 
tasks of interest. 
USEOF COMPUTERS TOOLSAS ANALYSIS 
The use of computers for data manipulation and analysis is well es- 
tablished among researchers in both methodological paradigms. Conse- 
quently, hands-on use of appropriate computer software must augment a 
methods course. For quantitative rrsearchers, the analysis of anything 
but the smallest data sets requires a statistical package. It is almost incon- 
ceivable that researchers should test statistical hypotheses by hand. Al-
though not as pervasive, increasing use is also being made of analysis soft- 
ware such as Ethnograph and NU’DIST in qualitative research. As well as 
using software for analysis, students must be made awarc of some of the 
pitfalls of its uncritical use. A particular danger is that the existence of 
the software will drive research design and data collection. Some research- 
ers are warning against the homogenizing effects of this software on data 
collection and analysis. For example, Coffey, Holbrook, and Atkinson 
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(1996) argue that developmental trends for such software tend to incor- 
porate grounded theory strategies, and that use of this software may lead 
to a single rigid qualitative methodology based on the grounded theory 
approach. However, Coffey, Holbrook, and Atkinson also point out that, 
although coding of textual data and its analysis with the aid of computer 
software is important, computer software can be used for more than cod- 
ing and retrieving textual data. In any case, computer software is widely 
used in qualitative research and must form a component of a research 
methods course so that students can be given the opportunity to use it 
critically. 
A RESEARCH PROBLEM 
What sort of research problem might lend itself to investigation with 
both qualitative and quantitative methodologies in a single semester 
course? Problems of this kind should draw on theory or a body of empiri- 
cal evidence to formulate and test hypotheses, yet be enriched by taking a 
holistic approach-one in which context and linguistic description are 
vital. Hypothesis testing may determine that a treatment, or some char- 
acteristic, or some condition is instrumental in bringing about an effect. 
To stop the research at this point might be premature not to say frustrat- 
ing. A number of other questions may arise from this finding. Why did a 
particular condition bring about the observed effect? Why is the observed 
effect much stronger in some participants than in others? To answer these 
questions requires more than an analysis of aggregate data. It may re- 
quire intensive probing of individuals’ attitudes as well as a sustained in- 
teraction with participants in their natural settings. 
How can intense probing and sustained interaction with study par- 
ticipants be achieved? Any number of scenarios might be fruitful. What 
is required is that instructors are aware of ongoing research opportunities 
available within easy geographic reach. Local public libraries have diverse 
research needs and may welcome assistance from the academic sector. 
The librarian may already have identified one or more research problems 
but may not have the resources or expertise for a study. Other opportuni- 
ties may be quite serendipitous-e.g., an instructor’s research pursuit in 
one area may open an unexpected opportunity in another. The real point 
is that appropriate research opportunities abound if instructors are open 
to their local environment. An example of the often serendipitous nature 
of research problem identification is presented here. 
While conducting research on linkages between public libraries and 
social service agencies for the provision of information and referral ser- 
vices (I & R), the instructor looked at some initiatives that had, over an 
extended period of time, provided I & R services to senior citizens. 
Through that avenue, he discovered that a large manufacturer of elec- 
tronic telecommunications equipment had recently conducted a pilot 
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marketing project in which a new kind of telephone receiver that incor- 
porates an LCD screen and a qwerty keyboard was distributed to residents 
of a local community. The new device could be used as an ordinary tele- 
phone but also as an information access device. Using the device in this 
way, residents could dial into a number of online services such as banking, 
a community activities database, and e-mail. 
Here was an obvious opportunity for a study that could involve stu- 
dents and employ both quantitative and qualitative methods. The phone 
device was distributed to all residents in the community but, because of 
the instructor’s research focus on services to the senior population, this 
group’s inclusion was of particular interest. A local organization for se- 
niors, involved in providing support services to senior citizens, had in- 
vited them to a series of meetings to explain the technology. A mailing 
list of 300 senior citizens who lived in the area was available. Th is list 
could be, and was, used to draw a sample of participants for a study. But 
what kind of a study? 
Since the device was distributed to the entire community free of 
charge, a number of interesting questions could be asked. Do all resi- 
dents share the same experience in using the device? It was hypothesized 
that senior citizens’ experiences with this technology are quite different 
from that of‘other residents. Although they might gain substantial ben- 
efits from this information technology, seniors, being in general less adept 
with digital communications technologies, may be less likely to adopt the 
device. Those who do adopt the device may face special difficulties in 
using it. Again, it was hypothesized that the small, rather dim, screen and 
the small keyboard present special problems for at least some seniors. 
These hypotheses were certainly testable with an appropriate quantitative 
methodology. A random sample of 30 seniors was drawn from the list of 
300, and data were collected through mail questionnaires. Given this sce- 
nario, students were able to conduct all phases of a quantitative study- 
design, hypothesis formulation, data collection, and analysis. They learned 
and applied sampling techniques, questionnaire construction, how to 
maximize return rates, how to code and analyze data, and how to report 
and interpret results. 
Ideally, students should gain hands-on experience in the entire “be- 
tween methods” research process within a study. However, due to the 
academic semester time constraints, this was not feasible. Integrating sev- 
eral methods within a single semester course required that a number of 
activities occur in parallel. Assigning students to research teams allowed 
that to take place as each team conducted a separate facet of the study. So 
that all students gained insights into the process, teams reported progress 
and problems to the class on a weekly basis. 
It is clear that, other than for the literature review, the quantitative 
phase of the study can be conducted “in the classroom” and can easily be 
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completed within one semester. Consequently, one student research team 
executed this facet of the study and reported its progress, including diffi- 
culties encountered. However, the quantitative team was concerned with 
reporting and analyzing aggregate results-e.g., what proportion of se-
niors have trouble reading the screen or, in testing hypotheses, do seniors 
have greater difficulty in reading the screen than do younger users? The 
quantitative team simply did not analyze data on individuals-e.g., why 
did this particular senior have problems with the screen and what, in par- 
ticular, was causing her these problems? While quantitative studies are 
valuable tools for obtaining answers to specific questions, they do not, by 
their very nature, deal well with surprising unanticipated results. That is 
because formulating testable hypotheses as well as determining the data- 
gathering instruments force researchers to specify an anticipated result 
before they conduct the study. 
How was this study enlarged so that a deeper, more holistic, under- 
standing of the phenomena involved could be attained? Two other stu- 
dent research teams addressed these facets of the problem. Both teams 
focused on methods of data collection and analysis that were far less con- 
strained than the mail survey. One team conducted loosely structured 
individual interviews with four seniors using open ended questions. How- 
ever, this method, while getting at individual opinions, only established 
what seniors remembered about their experience or what they chose to 
reveal. They took no account of peoples’ inability to remember past ex- 
periences accurately or at all. One way to enhance memory of experi- 
ences is to have people recall them in a group setting where members of 
the group share somewhat similar experiences. Therefore, in addition to 
individual interviews, this research team conducted a focus group inter- 
view composed of selected seniors. Eight senior citizens volunteered to 
participate and were invited to attend a focus group session lasting ap- 
proximately two hours. The purpose of the meetings was to have partici- 
pants recount past experiences with the device in a setting where com- 
ments by some participants might cause recall of similar experiences in 
others. Individual interviews and focus group sessions were held in a 
meeting room of the local public library, and the proceedings were re- 
corded for later transcription and analysis as well as for sharing with the 
other student research teams. This approach gave students valuable ex- 
perience in recording and analyzing large amounts of textual data. 
The course instructor facilitated the focus group proceedings. The pur- 
pose of the facilitator was not to control the agenda but to encourage discus- 
sion among the participants. However, participants were asked to focus the 
discussion on information services-their value, their variety, and their util- 
ity-as well as on the hardware itself, its functionality, and usability. 
The third research team observed what seniors actually do when us- 
ing the device, rather than expressions of feelings and opinions when 
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they are removed from it. Invitations were sought from selected seniors 
to allow students to visit their homes and observe a session during which 
seniors operate the device as they would normally. Three seniors volun- 
teered to participate in this phase of the study. Since observations were in 
a natural setting, session times were flexible, depending on the length of 
the task undertaken by the senior. Student researchers took detailed field 
notes of their observations. As was the case for the second research team, 
students in this team also gained valuable experience in recording and 
analyzing large amounts of textual data. 
What we see here is a study that triangulated between the two meth- 
odological paradigms and, in the case of research teams 2 and 3,  also 
triangulated within a methodological paradigm. Clearly, because of the 
time constraints, each student did not have the opportunity to apply every 
method used in the study. However, through weekly team reports and 
class discussions of methods and problems encountered, every student 
developed an understanding of how the two paradigms can complement 
one another and how triangulation, both within and between methods, 
can extend what is learned about a research problem. 
As is often the case, the opportunity for this study came quite unex- 
pectedly. It underscores the importance for instructors of methods courses 
to be aware of circumstances in their communities that offer prospects for 
research. This study offers opportunities for further research. Because 
only a small number of the 300 seniors in the population pool were 
sampled, the study can be replicated one or more times. This will give 
students in later methods courses another research perspective-i.e., what 
can be learned from studies that essentially replicate earlier studies. 
Because of the time constraint, not all data gathered were analyzed 
thoroughly. Being a first time effort, this study also suffered some prob- 
lems of planning and execution. Consequently, few substantive conclu- 
sions could be drawn. However, the principal purpose of the study was to 
provide a platform for learning and evaluating methods rather than reach- 
ing substantive conclusions, and it was able to achieve that goal. 
CONCLUSION 
The scenario outlined here is but one of many relevant to LIS stud- 
ies. It allows students to investigate methods that can be applied to the 
exploration of relationships between people and information systems-to 
focus on peoples’ interactions with both hardware and the system inter- 
face. As libraries’ tools and information resoiirces become increasingly 
digital, library professionals can ill afford to ignore or to misinterpret re- 
search in those areas. LIS educators have an obligation to ensure that 
their graduates are competent consumers of research. Yet, the master’s 
degree from the majority of schools of library and information science is, 
and will likely remain, a thirty-six credit hour degree. Were it to be ex- 
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panded to a forty-two or even a forty-eight credit hour degree, it is un-
likely that an additional research methods course would be added to the 
core curriculum although additional courses would be beneficial. Inte- 
grating the teaching of both quantitative and qualitative methods in one 
course can have substantial benefits. It allows students to explore research 
problems from multiple perspectives and to evaluate critically the strengths 
and weaknesses of each methodology. 
It is obvious that the scenario outlined here excludes many methods 
currently used by quantitative and qualitative researchers. Although some 
LIS graduates will initiate research projects immediately in their profes- 
sional lives, for many of our graduates, research is principally a product 
to be evaluated rather than a process they themselves will undertake. While 
there is great value in learning by doing, the doing need not be overly 
broad. Consequently, instructors can be quite modest in the variety of 
methods taught, concentrating instead on critical evaluation of the un- 
derlying principles that govern qualitative and quantitative research. 
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The Keys to the Kingdom have been 
Distributed: An Organizational Analysis 
of an Academic Computing Center 
GILILANM. MCCOMBS 
~ S T R A C T  
THEUSE OF CULTURAL ANALYSIS AS A moI. with which to understand various 
organizational phenomena is not a new concept. However, it is one that 
has been infrequently applied to library research. Researchers are not 
introduced to qualitative research methodologies early on, in part because, 
at the master’s level, traditional library school curricula have focused on 
teaching quantitative research methods. This article focuses on the use 
of cultural analysis, or the ethnographic approach, as a niethodoIo<gy to 
study an academic computing center. The study was conducted in order 
to understand the culture of computing professionals and to assist librar- 
ians in developing ways in which the two groups of professionals can work 
together in a rapidly changing information climate to better serve the 
needs of library users. 
CULTURAL. ETHNOGRAPHICNALYSIS-THE: APPROACH 
Culture, “the acquired knowledge that people use to interpret expe- 
rience and generate social behavior” (Spradley, 1979,p. 5 ) ,provides people 
with a way of seeing the world. It categorizes, encodes, and otherwise 
defines the world in which they live. Whenever people learn a culture, 
they are to some extent imprisoned without knowing it. Anthropologists 
talk of this as being “culture bound”-i.e., living inside a particular reality. 
References to culture have long abounded in library professional litera- 
ture. However, it is only fairly recently that the literature shows refer- 
ences to culture as a lens through which to interpret and understand or- 
ganizations, their customers, and the working relationships therein (e.g., 
Gillian M. McCombs, Central University Library, Southern Methodist University, P.O.Box 
750221, Dallas, TX 75275-0221 
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Plum, 1994; Lee & Clack, 1966; Shaughnessy, 1988). The “cultural analy- 
sis” of organizations, therefore, is the use of organizational culture as a 
lens through which to examine what is going on in an organization. 
WHATIS ETHNOGRAPHY?EAIUY EXAMPLES 
The study of culture, known as ethnography, provides observations 
that say “Before you impose your theories on the people you study, find 
out how those people define their world” (Spradley, 1979, p. 5). Ethnog-
raphy has its origins in field work expeditions to places like Samoa and 
the Kalahari desert and has now become a fundamental tool for under- 
standing ourselves and the multicultural environment of which we are a 
part. Management theory in the 1980s underwent a sea of change in its 
realization that an understanding of an organization’s culture (s) could 
be a major step on the road to changing or controlling the direction of 
that organization. There are both positive and negative sides to how an 
understanding of culture can be used within an organization. For in- 
stance, Edgar Schein (1992) considers the process of creating culture and 
management to be the essence of leadership, while Gideon Kunda (1992) 
describes a culture which embodies both the implicit and explicit rules 
and behavior of a particular group of people and the conscious efforts of 
management to “engineer” the culture to its own goals. 
Contemporary attentiveness to technology can sometimes obscure the 
importance of culture to a functioning organization. Diane Vaughan 
(1996) seeks the answer to a national tragedy in her ethnographic study 
The Challenger Launch Decision: Risky Technology, Cdtuw, and Deviance at hrASA. 
She uses ethnographic thick description, a direct handing down from the 
father of interpretive ethnography, Clifford Geertz (1973), who expanded 
on Gilbert Ryle’s concept in his seminal essay “Thick Description: Toward 
an Interpretive Theory of Culture.” Vaughan’s verdict is that the root 
cause of the accident was not the faulty O-rings but the NASA culture-”a 
culture which normalized deviance” (deviance in the sense of the unex- 
pected or nonstandard occurrence)-thus leading to a series of decisions 
culminating in the accident. 
The anthropologist’s approach in studying contemporary phenomena 
can be seen in the work of one of today’s most highly respected cultural ana-
lysts, Sherry Turkle (1996), professor of the sociology of science at MIT and 
author most recently of Lfe on the Screen: Identity in the Age oftheInternet, who 
has been described as the “leading anthropologist of cyberspace.” In an in- 
terview in Wired (McCorduck,1996),Turkle described herself as an ethnolo-
pst who “lived within worlds new to me, tried to understand what they were 
about, and tried to write about my understandings so that the worlds I stud-
ied come alive for others” (p. 162). TurMe talks about her books as diaries, 
uses the term “fieldwork,” and describes her work as “sociology as narrative, 
story, text, language” rather than that of numbers, while being firmly 
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undergirded by sociological method and psychoanalytical theory 
(McCorduck, 1996, p. 162). Both Vaughan and Turkle use a “soft” tech- 
nique-intuitive, rich, and impressionistic-characterized by the use of 
heavy brush strokes and considered the hallmark of ethnographers trained 
in the thick description tradition of Clifford Geertz (1973, p. 28). 
The characteristics of ethnographic description are that it is interpretive 
of social action, of the flow of social discourse, and that interpreting it con- 
sists of fixing that discourse in perusable terms (Geertz, 1973, p. 20). Cultural 
analysis is intrinsically incomplete-i.e., the deeper you go, the less complete 
it is. The essential point of interpretive anthropology is not necessarily to 
answer our deeper questions but to make available answers that others-i.e., 
informants-have given. Culture, the cognitive map to which we refer on a 
daily basis, cannot be observed directly. It needs to be inferred and is predi-
cated on being able to get inside people’s heads. The emphasis is thus shifted 
from observation of behavior to the meaning of that behavior, from observa- 
tion of phenomena such as customs, objects, and emotions, to their mean- 
ing. An ethnographer “inscribes” social discourse (Geertz, 1973, p. 19). 
Like many research methodologies, cultural analysis has several dif- 
ferent streams of thought and ways to approach fieldwork. My particular 
approach is colored by the interpretive view with a leaning toward the 
culture stream led by theorists such as Clifford Geertz as opposed to the 
functionalist view of Edgar Schein, who uses culture as a management 
approach to solve a problem (Keesing, 1974). 
WHATETHNOGRAPHERSDo 
What do ethnographers do, and how is what they do relevant to our 
profession? Ethnographers listen to and observe in a culture that which is 
of interest to them. They share their observations with the rest of the 
world in a way that brings those observations alive to the reader, while at 
the same time providing insights that the natives or inhabitants of that 
culture might not be aware of because they are so immersed in it. In Fall 
1994, this author conducted a cultural analysis of an academic computing 
center. Although this project was done specifically as an academic re- 
search project, it was undertaken to conduct ethnographic research in an 
area that was of particular professional interest. As most ethnographers 
do, I chose a particular environment because there were good theoretical 
and empirical reasons to think that this organization might be an example 
of particular theories I was developing. Ethnology thus provided a method 
for simultaneously theorizing about an organization and examining a sub- 
stantive issue in the organization under study-i.e., communications. 
THECULTURES AND COMPUTINGOF LIBRARIA S PROFESSIONALS 
As information access is increasingly electronic, as networked tech- 
nology becomes more robust, and as electronic resources proliferate, 
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librarians are developing stronger working relationships with computing 
professionals on campus. The literature on the topic of libraries and com- 
puting centers shows that the focus has changed over the last ten years 
from an emphasis on organizational structure to an emphasis on organi- 
zational culture (McCombs, 1994). Key differences in the organizational 
cultures and work practices of libraries and computing professionals have 
been well documented (Allen, 1995). Although there is a considerable 
amount written on the librarians’ point of view of working relationships 
with computing professionals, little has been written from the point of 
view of academic computing professionals. What is going on in their lives? 
How are they adapting to rapid technological change and increased cus- 
tomer demands? This cultural analysis of‘an academic computing center 
attempts to document, from the nativist point of view, just what was hap- 
pening in the lives of these computing professionals. 
STORYTELLING THEORYA D GROUNDED 
The methods ofjournalists such as Tom Wolfe closely resemble some of 
the ethnographic techniques described here. The authors, in many cases, 
live for a certain time with their informants, develop a wealth of data in their 
field notes, and focus heavily on the language of the informants. However, 
the prime aim of these writers is to tell an interesting story, not primarily to 
understand more about the human species. The “stories” are usually set in 
isolation; they are not required to meet the requisite criteria of significance, 
generalizability, reproducibility, precision, and rigor; and are not used to build 
a “theory” to explain the informant$’ culture. There is little attempt to ana- 
lyze or interpret the data collected and described. 
However, in spite of the difference in methodologies and theoretical 
grounding, good ethnographies have in common with these journalistic 
documentaries the ability to “tell a good story” about something that will 
be of interest to a wide audience. The theories developed from this em- 
pirical data of cultural description are called “grounded theory” and de- 
fined by Strauss and Corbin (1990) as theory “that is inductively derived 
from the study of the phenomenon it represents. That is, it is discovered, 
developed and provisionally verified through systematic data collection, 
and analysis of data pertaining to that phenomenon” (p. 23). 
CULTURALFORMS/TERMINOLOGY 
Ethnographic techniques are similar to those required for a good ref- 
erence interview-the skills of good listening and empathy-to which are 
added heightened powers of observation and memory and the harder 
skills of holding individual values in abeyance. One also needs the ability 
to see patterns, make connections, and see relationships, as well as notice 
the unexpected and the different. One has to be able to stand outside 
oneself, as does Geertz’s (1973) “specter” (p.412), and fade into the cul- 
tural background. And above all, one needs stamina-both to be atten- 
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tive for long periods of time in the field and to spend many hours later 
transcribing field notes and observations. Some of the most frequently 
studied forms that help us get a hook into a particular culture include 
rites, rituals and ceremonies, myths, stories and legends, symbols, gestures 
and artifacts and, most importantly, the natives’ language and physical 
setting. Ethnography is characterized particularly by its emphasis on lan- 
guage, both in the study of the natives through the language they use and 
in the language used to communicate one’s own analysis in a way that 
speaks directly to the reader. Similarly, there are some important terms 
that are part of the ethnographic vocabulary. The terms “native,” “infor- 
mant,” or “participant” are used to denote the people whose world one is 
seeking to understand, the native speaker who is a source of information 
(Spradley, 1979). The process whereby the ethnographer attempts to do 
this is called “doing field work,” and the vast number of notes accumu- 
lated during this process are “field notes.” There are various levels of 
field notes. Primary data are the actual words of the participants; second- 
ary data are one’s own thoughts as the observer, which are extremely im- 
portant in the analysis and in the development of grounded theory. The 
ethnographer goes through a process of “coding the data,” developing 
the taxonomy whereby the data will be analyzed and the central themes 
teased out. There is a whole set of terms specific to the ethnographic 
interview, including “grand tour questions”-which attempt to get a “big 
picture view” similar to taking the “grand tour’’-and “mini tour ques- 
tions,” which deal with a much smaller area of experience (Spradley, 1979). 
RELEVANCE OF ETHNOGRAPHY FOR 
LIBRARY SCIENCEAND INFORMATION 
Ethnography is the one systematic approach in the social sciences 
that leads us into those separate realities that others have learned and 
which they use to make sense of their worlds. From a library researcher’s 
perspective, this approach can be used to study the worlds of our users 
and of our partners-e.g., computing professionals, trustees, and corpo- 
rate sponsors. 
ORGANIZATIONAL OF AN ACADEMIC CENTERANALYSIS COMPUTING 
“Pete (the Computing Center Director) inviting you to look at how 
we communicate was richly ironic for two reasons. One is, by most objec- 
tive standards, Pete is a horrendous communicator. But on the other 
hand, he doesn’t value it at all really.” 
This wasjust one of the many ironies encountered during this author’s 
cultural analysis of Information Technology Services (ITS),an academic 
computing center in a large and well-renowned university. Although the 
original intent was to study communication, it was soon discovered that 
the openly acknowledged communication problems, as well as the deep 
sense of alienation within the organization, were merely the symptoms of 
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a much deeper underlying problem-the cultural lag that occurs when a 
culture’s value system has been challenged and new values have not yet 
been developed. This article will show that radical technological change 
has called into question the value system that has been in place in aca- 
demic computing for the fifty years since its inception, resulting in a sense 
of alienation, dysfunctional communication, and loss of identity. 
SITEINFORMATION 
The academic computing center, or Information Technology Services 
(ITS) as it was renamed, comprised about seventy-five people, with a 
director’s team (DT) consisting of the director (Pete*) and seven associ- 
ate directors(AD) . This management structure was relatively new, having 
been flattened from a more hierarchical structure composed of the direc- 
tor, two associate directors, and a third management layer of several man- 
agers. The area of observation was limited to the DT. Everybody in the 
DT had been there over ten years, except for Boris Richards,* the associ- 
ate director for High Performance Computing, who was hired twelve 
months previously. Most of the DTs (the common name for the group of 
associate directors), as well as the director (described as having “been 
here longer than God”), had been there between fifteen and twenty-five 
years. 
The data consist of formal interviews and extensive field notes based 
on observations of DT meetings and other events done between October 
5 and 31, 1994. Formal interviews were conducted in the office of each 
member of the DT, and observation was conducted by attending the di- 
rectors’ team meetings for three weeks. Mean interview time was slightly 
over one hour. All interviews were taped, transcribed, and coded indi- 
vidually. Less formal conversation took place through follow-up phone 
calls and meetings with the subject. The data were analyzed using a 
grounded theory approach (Strauss & Corbin, 1990). Both interviews 
and field notes were content coded. 
TROUBLE IMPRESSIONSIN CAMELOT: FIRST 
When I arrived on campus to meet with the director to discuss my 
proposal, the first glimpse of the ITS was momentarily disconcerting. The 
computing center is housed in a converted chapel, calling up intimations 
of Tracy Kidder’s In the Soul of a New Machine-i.e., a Christian soul re- 
placed by a soul-less technology. The inside of the church had been re- 
tained and the walls were of a beautiful multicolored stone. Light flowed 
in through stained glass windows. The main area of the chapel had been 
converted into student user rooms which were busy but not frenetic. In 
the reception area, a tall man, about 55 with grey hair and a beard, was 
talking to a woman seated at one of the desks. When I mentioned I had 
*The names have been changed to  preserve confidentiality 
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an appointment with the director, she nodded her head to the man she 
was talking to, but he continued their conversation. He did not say hello. 
I felt foolish just standing there. It seemed rude to me that he, obviously 
the director, did not break off to at least say hello. 
After they had finished their conversation, I was invited into the 
director’s office. Although the uncertain tenor of the conversation was a 
signal to me that this project still might not happen, Pete eventually said 
that he thought we might be able to work something out. “We have a real 
communications problem in this organization, an example of which we 
saw this week, a real big slip-up in communications.” This conversation 
was disconcerting like so many of my interactions in ITS. The tone of the 
conversation was slightly aggressive; there was little attempt at social con- 
versation. Communications were acknowledged as faulty but were de- 
scribed as a “slip-up,” a one-time error. The awkwardness continued until 
the end of the interview, with the director standing for much of the time, 
his back against the wall, rocking to and fro. I had achieved my purpose, 
entry into the organization, and had permission to be present at the up- 
coming DT meeting and to interview all the DTs. However, the signals 
were loud and clear that I was entering a realm where the expected rarely 
happened, where timing and communication seemed both disjointed and 
disconnected, and where asynchronous rather than synchronous mode 
was preferred. 
MADMONKSIN THE CHAPEL: VALUESORIGINAL 
The data were very clear on what the original values were. All the 
informants in the DT talked about how it used to be, “back in the main- 
frame days.” “Before we went to Unix, the place prided itself on being an 
A No.1 technical shop. . .people would get here between 9 and noon and 
they would stay here until 9 or midnight and everybody was producing 
lots of code and they were having a ball.” There was a common under- 
standing of what the job was and how it would get done: “Back in the 60s 
and 70s, it [the original unit] had the mainframe, and as was typical for 
computer operations back then, it did everything ‘slowly but surly,’ and 
people accepted that and that’s basically the way they were. But they did it 
reasonably well, they delivered a good product at reasonable cost to the 
university.” 
Technical expertise, combined with a goal-oriented approach and a 
high level of productivity, was considered to be the most important value. 
“Our high water mark was several years ago when the quality of the staff 
was, to my way of thinking, outrageous.” With these values, the computing 
center was able to deliver a satisfactory product to its clients and to feel 
that they were being of service to the campus as a whole. “We had some 
people here who were really first rate-actually better than what we have 
now-who put in an enormous amount of time and were good, and they 
made a lot of‘things happen in an entrepreneurial fashion.” It was a time 
when “assigned roles more or less had clear boundaries.” The hierarchi- 
cal organizational structure both insulated the director from the day-to- 
day problems of the staff and insulated the staff from having to communi- 
cate directly with their clientele. 
Cornmimications skills were not valued, and people were heard to 
literally hidc if clients were in the building. The staff were referred to as 
“the mad monks [who] were driving their own destinies,” in control of 
their lives and their jobs. They were mostly self taught, few had anything 
beyond a bachelor’s degree, and they thought of theniselves as “paternal- 
istic in the best sense of the word.” They also considered themselves to be 
“holding the keys to the kingdom.” There was nobody on campus to ques-
tion their expertise, and everybody was dependent upon them to make 
sure that thr technolo<q performed. 
TECHNOLOGICAI~CH NGE 
By the mid-1980s, computing technolo<gy had begun to move from 
mainframe systems-which supported many departments-to distributed 
systems that often resided in the individual department. At the same time, 
there was a large increase in general public use of personal computers, 
described by one informant as “the orgasmatron of the Nineties.” Com- 
puting was suddenly pushed to the forefront of campus support opera- 
tions. ITS staff found themselves confronting radically new technoloLgy, a 
role in the spotlight, and a user base that knew as much about the tech- 
nology-if not more-than the!; did. One of the DTs described this change: 
This organization went from a single mainfi-ame where we controllcd 
everything about it, including all of the operating system, to an orga- 
nization which has 250 workstations, all of which are running differ- 
ent flavors of Unix, where Unix isn’t a particularly robust operating 
system and is very dependent on networks . . .so you’re working with 
people who went from a black and white environment which they 
controllrd, from [the director] on down to the mostjunior program- 
mer, to one where nobody controls much of anything. The result is 
that most of us are a little confused as to what the hell we are. 
SYMPTOMS “WHATOF DYSFUNCTIONALITY: WEHAVE 
HEREIS A FAILURETO COMMUNICATE” 
The indications that the unit did not adapt smoothly to this change 
are manifested in the much-discussed communications problems. My in-
troduction t o  the members of the DT was an example ofthis. Although it 
was suspected that my presence was an unexpected surprise considering 
the reactions of the DTs at the first group meeting I attended, it was not 
until I interviewed the DTs individually that I discovered that nobody had 
actually been informed of my arrival. “Ifirst knew you were coming when 
you walked in the door, none of us knew who you were. At least three 
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people asked me who you were.” Reactions ranged from “it was shock- 
ing,” through “feeling a little invaded,” to “it’s not a problem if it has 
nothing to do with me.” 
Clipped to one of the DTs’ bulletin board was the famous line from 
the Paul Newman movie Cool Hand Luke, in which the prison warden says 
to Newman’s character: “What we have here is a failure to communicate.” 
My informant had seen this sentence in an ad and clipped it on his bulle- 
tin board because it highlighted for him the irony of communications in 
ITS. “We give a lot of lip service to the need to communicate and we do, 
to varying degrees, work at it. But it’s not a strong value of the culture.” 
Failure to communicate was even considered by some to be the main block 
to changing the organization: “I think the main block [to change] is our 
collective view of the importance of, the priority of, communication, which 
is that it’s not very important.” Although it was hard to get people to 
actually attempt a definition of the cultural characteristics of the unit, the 
inability to communicate was mentioned as a characteristic: “That’s part 
of the culture, that we complain that we aren’t communicating and part 
of the mythology, and I think that it is certainly true. It’s notjust a myth.” 
To get a feel for how the DTs were communicating (or not), I ana- 
lyzed the traffic on the DT electronic mail list which Ijoined for the dura- 
tion of my data collection (see Figure 1). 
PERSONNEL 
1 Director, 7 Associate Directors, 1 secretary 
TIMEPERIOD 
10/12 - 11/8 (28 days) 
MESSAGES 
total = 27 (1a day, or 3 messages a person in 28 days) 
Breakdown 
Director (Pete Brody) 8 (At least 1 of those was sent by the 
Secretary) 
Secretary (Nancy) 5 
AD (Larry) 4 
AD (Rita) 3 
3 ADS (Jim, Dave, Boris) 1each 
AD (Jack) 0 
AD (Barry) 0 (quit during this time period) 
Other people 3 
NOTL: The Director and the Secretary account for almost half the traffic 
Content Analvsis 
General (minutes, FYI, informational) 11 
Specific (Issues, questions, opinions) 16 
Figure 1. ITS Directors’ List Traffic Log 
690 LIBRARY TRENDS/SPRING 1998 
The e-mail log showed a number of things. First, there was very little 
traffic at all, which assumes that either no communicating is going on, or 
that it is going on via some other mechanism. Second, by tracking spe- 
cific situations and their responses, it became clear that even when a mes- 
sage was sent that would normally require a reply from each member of 
the list, this did not happen. What happened in practice did not mesh 
with the avowed purposes for which the list was set up-i.e., to discuss 
issues of mutual importance and to share information horizontally and 
on a regular basis. I also constructed a sociogram which showed who 
communicated with whom (see Figure 2). 
The sociogram showed a similar disjuncture between stated intent 
and practice. If the DT was working effectively as a team, communication 
patterns should have reflected that. However, what actually emerged was 
a system of nodes and outliers. The director communicated mainly with 
his “inner circle” (two DTs who were the original associate directors) and 
the DT responsible for High Performance Computing. The two DTs who 
dealt primarily with the users are clustered together; they also happen to 
be the two DTs who were designated the “touchy-feelies” by their colleagues. 
There were two outliers who communicated with nobody, and the DT for 
High Performance Computing who communicated only with his own cli- 
entele (an insular group of faculty involved primarily in research needing 
number crunching of large data sets) and the director. A pattern thus 
emerged revealing a disjuncture between the way people said they be- 
haved and the way they actually behaved. 
The majority of the DTs seemed to lay the blame for the lack of com- 
munication at the door of the director. One DT analyzed one of the 
messages on the DT list as an example of the director’s poor communicat- 
ing skills: “For example, this message, in the title, subject, Capital Bud- 
get, but in fact, the agenda is buried in this. ‘Support may also be an 
issue.’ What the hell does that mean? Did someone complain about it, is 
it something specific, is it something generic? I don’t know what that is. 
This one (referring to a topic),  ‘Broadcast Email and other  
Informational ...’ Here’s a word that’s poorly used. It means ‘for your 
information,’ or ‘of information systems?”’ 
The director’s inability to give the correct communication cues was 
noted on several occasions. “The best example of Pete’s communication 
style is when they [sic] receive an award, and if you just cut him off at a 
certain point, you’re hard pressed to say if he was introducing them to fire 
them or give them an award.” A tendency to leave open things that should 
be pinned down was in evidence. While I was there, the director sent a 
memo to all ITS staff purporting to invite them to a reception to honor a 
departing dean. The memo did not state exactly what the event was going 
to be nor was there a time or place mentioned. The memo also said: “My 
style is to let the staff decide whether or not they want to attend a social 
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event.” This open attitude, however, was contradicted at the end of the 
memo: “P.S. There will be a campus-wide recognition party announced 
for Bill. I hope there will be a strong showing from ITS at that event also.” 
Arnbicpity:The “killer app. ” 
Other evidence of dysfunctionality was the fact that the whole envi- 
ronment seemed to suffer from an almost Kafkaesque sense of alienation 
and chaos. It was a place where objects and events appeared to have no 
sense or meaning. Nobody in the group seemed to know what was going 
on: “I learned from our own newsletter that we were going to be cutting 
back hours.” Nobody knew even who was actually employed by the unit. 
The secretary complained that she was nicknamed “the mystery lady” for 
six months because it took that long for the director to tell anyone who 
she was. Staff members were scheduled to move to other offices or have 
staff move in with them without being told first. My arrival in the organiza- 
tion was one more example of “we hadn’t a clue.” When I asked questions 
such as, “How did people reach decisions?” I would receive answers such 
as, “you tell me” or “I haven’t yet figured out how anything gets done 
around here.” There was a constant complaint that “some of the time 
that’s funny, and some of the time it’s downright embarrassing.” Several 
of the DTs were unable to describe their area of responsibility, what it was 
they actually did. ‘You will have to ask Pete about why he brought me 
here. I don’t know whether I am doing what he wanted me to do or not.” 
“What do I do? I don’t know!” 
There were a number of major issues that kept coming up as examples 
of the chaotic nature of the place. One of the most often cited examples 
was the fact that the DTs, all of whom were supposed to become associate 
directors when the organization was flattened a year previously, still did 
not have official titles. ‘Yes, we’re very good with titles, we just make them 
up.” “Pete will say very happily, no angrily, if anyone raises this issue, that 
we have more important things to think about ...and anybody who cares is 
a wimp.” This ambiguity was underscored by the fact that the DTs were 
sometimes called the managers, sometimes the associate directors, some- 
times the DTs, sometimesjust the management team. 
This inability to come to successful closure was a source of frustration 
for many. “Tohave things sort of hanging on indefinitely is a real sense of 
cognitive dissonance that puts stress on our internal system 
for control freaks like me.” Pete’s style of asking people to do things was 
described in detail by one of the DTs: 
His style is to sit down with you for an hour or two, and somewhere 
along the way make a case indirectly for why it would he very useful 
in the way of work for you to do this thing, and you’d come away 
from the experience with a motivation to do it. But that’s hard to 
apply to something like filing a monthly report. I mean you don’t 
come around and sit down and talk to someone for an hour or so to 
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persuade them to file their monthly report. So he doesn’t do that. 
And the alternative, to simply announce to the entire group that 
monthly reports are due a week from Monday, and I need it, I want 
it, for sure. That would happen. If he did that, we’d do them. But 
he doesn’t do that and is not gonna do that. 
The fact that nothing was ever pinned down at the same time allowed the 
DTs to ignore what the director wanted if they did not like it and focus on 
their own agendas. “This is a very strange organization. I don’t know 
exactly how he does anything. But it seems like our director suggests 
things he’d like done and then people decide whether or not to accept 
his suggestion. So I’m surprised that anything gets done.” The inability 
to come to closure allowed the DTs a large grey area within which to inter- 
act, enabling them to avoid responsibility for following through on deci- 
sions or policies that they disagreed with. It allowed their personal value 
systems (“world view” as it was called by several) to determine the services 
they provided. The DT responsible for e-mail systems thought that “elec- 
tronic communication makes cowards and indolents out of all of us,” and 
that “I never saw a piece of paper I didn’t love,” thus indicating his dis- 
dainful attitude to e-mail service. Although there was a desire for more 
direction-‘‘I really wish he would sit down and send me a one paragraph 
note about something that’s going to happen”-at the same time that 
ambiguity is valued-“When people say they like working at a university, 
what do they mean? They mean, no.1, nobody can figure out what you’re 
supposed to be doing, and everybody likes that.” 
There were no good benchmarks of success: ‘You don’t really have a 
good hard metric as to what works, what doesn’t. It’s hard to tell what’s 
right and what’s wrong. How do you prove anything? And I think that’s 
what nails us.” The obvious “metric” of user satisfaction was not even 
considered as a valid measurement of success. At the same time, the whole 
concept of team management was dismissed: “We’re way too egalitarian. I 
tend to do things much more hierarchically.” 
The world of computing itself was defined as a world in which “every- 
thing is open for discussion . . . there are no natural restraints, that is why 
we need discipline.” This need for structure and boundaries was expressed 
by several of the DTs: “The fact that with us nothing is physically substan- 
tiated is a killer.” The technology and the environment reflect the same 
ambiguity: “It [technology] is itself very non-deterministic, and you can 
never tell when the problem went away why it was there to begin with.” In 
the past, “we had more or less clear boundaries,” but the new technology 
means that “we find it very difficult to place limits, boundaries on what it 
is that we do.” “We want to make everybody happy, so the contradiction is 
there that if you can’t define what it is you’re doing, then you’ll wind up 
being of less service. 1 think that’s one of our fundamental contradictions 
. . . and we cannot deal with it in a satisfying way.” 
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Let ’.r Get on the Telegraph: Espoused VmsusReal Values 
People engaged in state-of-the-art technology still talked about get- 
ting on the telegraph and cranking things up. Service to the user was 
talked about as the prime value, yet users were sometimes turned away 
without a satisfactory resolution to their problems; the Dean of Faculty 
was told to call his friends on the phone to tell them his e-mail address 
had changed; the President was not allowed to send bulk e-mail to his 
campus constituents. What were the espoused values and how did they 
differ from the real values? 
The espoused values of service, communication, flexibility, and vision 
seemed to be belied by adherence to the “real” and, in many cases, “origi- 
nal” values-technical competence, long hours of solitary work, putting 
out fires, and well-defined boundaries. The organization stated its desire 
to work as a team, yet continued to interact the same old way. They paid 
lip service to the value of communication, yet did not communicate. They 
aspired to visionary, distributed technology, yet the organization’s bro- 
chure described the desire to form the unit into a “monolithic organiza- 
tion.” 
The director’s view on values was that “we have historically wanted to 
do things well, 110 percent. But with the change from mainframe to dis- 
tributed systems, there is frustration that they cannot do 110 percent or 
even 100 percent, it’s closer to 80 percent. Many people are perfection- 
ists, we can’t afford that extra 10-20 percent.” The DTs had difficulty in 
defining current IT values as a group, only their individual values, such as 
“goal orientation. Giving something a utility and value-added contribu- 
tion, making a unique contribution.” Although planning and reporting 
were cited as important, nobody did either activity. Although a vision of 
the future was considered essential, in fact being a firefighter and “going 
from hot button to hot button” was cited as the order of the day. 
The director’s response to the question of why he had not officially 
made the personnel changes reflected both a desire for ambiguity and a 
gap between real and espoused values. Although the DTs were led to 
believe they were a team of equal members, Pete’s own view was that “Jim 
and Dave should still be associate directors and the others assistant direc- 
tors,” which is what happened in practice. 
This ambiguity of title and position had resulted in a kind of schizoid 
reaction, “Pete hasn’t challenged me at a time when he should have, and 
it’s clear I have screwed up. Now he’s challenging me when I have screwed 
up, and I don’t like that either. Damned if you do and damned if you 
don’t.’’ The constant friction between real and espoused values was ex- 
hausting arid it showed. “In this book ... one of the characters gives some- 
body a dead mole, which plays a central part in this stupid book, and says, 
‘Here, you can have this one, the fun is squeezed out of this one for me.’ 
That’s what I feel about my job. The fun is squeezed out of this one for 
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me.” Another DT said that he had given up on change: “I’m not so inter-
ested in change any more. What would change? I don’t have an answer to 
that. I really don’t know. There are really fewer things you have the 
energy to change.” 
The Past is Still with Us: Evidence of the Original Values System 
One of the DTs described his vision for the future: “a design to create 
a special organization that was pure infrastructure . . . no individualized 
support. We won’t teach you how to use your PC, but we will make sure 
the electricity is there when you turn it on.” In essence, this is a return to 
the time of “the mad monks,” when there were no users to disrupt the 
man-to-machine connection. The major thing described as blocking 
change for one DT was “its own culture that developed over the years. 
They’ve lost what they had before,” and it has not been replaced by any- 
thing else. Now it is seen as “a weak culture, a weak hierarchy, and a weak 
leadership” combined with an “absence of direction.” 
Evidence that the old value system was still at work was shown in the 
high status accorded the DT for High Performance Computing, Boris 
Richards, the most recent hire. He could do no wrong: “Pete Brody loves 
my a**, and I have no idea why.” But it was clear that, for most of the DTs, 
Boris personified the acme of their original value system. He worked only 
with big machines, he had little interaction with the general user, and 
there was no dissonance between the level of service he provided and the 
service demanded by his users. He was a worker/manager, preferred to 
communicate asynchronously (he sent out a lot of e-mail which required 
no reply or human interaction or feedback) and, because of his double 
master’s degrees and twelve years spent at an ivy league school, he had 
both the intellectual cachet and none of the baggage of having belonged 
to the old organization. Boris described himself as rulebound, denigrated 
the “touchy feelies” (who worked with student users), and essentially only 
communicated with his faculty users and the director. 
CONCLUSION 
My final analysis was that the DTs were marooned in a limbo in which 
the original values of the unit were, in spite of claims to the contrary, still 
dictating the way things got done. The current leadership was unable to 
define a new set of values that would help staff to learn new ways of doing 
things, new meaning systems that, according to Schein (1992),would help 
them deal with crises (p. 237). In the meantime, this dissonance was prov- 
ing catastrophic to their personal and professional lives and impacting on 
their ability to provide adequate service to their users. The communica- 
tions problems were merely a symptom of this state of affairs. 
In Franz Kafka’s novel, The Castle, the protagonist K. reaches an inn 
where he is denied lodging. The innkeeper says to him: ‘You’re probably 
surprised by our lack of-hospitality, but hospitality is not our custom here. 
We have no use for visitors” (Kafka, 1930, p. 19). K. is constantly walking 
toward a castle that seems to get further away from him. Technology such 
as the telephone promises an ease of communication that seems to get 
further away from him. Such, I discovered, was the state of affairs at ITS. 
As Kaaa said about The Cnstlc “This is of course a state of affairs that, if it 
is not to cause the greatest damage to everyone. . .must if possible not be 
allowed to last a moment longer. We have been searching for the reasons 
and have discovered various things that might possibly be to blame for it.” 
As I left the ITS chapel for the last time, I turned and saw the stone glow 
pink in the setting sun and stood like K.: “For a long time gazing into the 
illusory emptiness above” (Kafka, 1930, p. 9) .  
POSTSCRIPT 
Some weeks later, I returned to the organization and presented my 
findings to the DTs. I provided a much-abbreviated overview of my find- 
ings and reduced the number of direct quotes so that I would not breach 
my promise of confidentiality to the informants. At a point in the middle 
of my presentation, I stopped and asked the group if, before I continued, 
they could let me know if this represented an accurate picture of their 
“world.” Although the whole process was obviously painful, there was con- 
sensus that, indeed, this picture was accurate. Considerable interest was 
generated by the analysis of the e-mail log and the sociogram. When I left, 
the group was in the middle of an intense conversation about values with 
a couple of the DTs not being able to fathom why valuing technical com- 
petence was seen as contradicting the espoused desire to give good cus- 
tomer service or why the latter was only seen to be an espoused, rather 
than a real, value. 
How did this ethnographic study help me in my daily interactions 
with computing professionals? It was because of this desire to understand 
the culture of academic computing professionals, in order to improve my 
own relationship with those computing professionals with whom I worked, 
that I embarked upon this cultural analysis. During this study, I hoped to 
find the answers to some of my own questions about how computing pro- 
fessionals defined their world. As library coordinator for the University at 
Albany’s system migration 1992-1994, I spent two years working hand-in- 
hand with my colleagues in Academic Computing. Although our task was 
completed successfully, it became clear to me along the way that, though 
we had become close friends and colleagues with our opposite numbers 
in Academic Computing, this happy state of affairs did not happen over- 
night. Librarians and computing professionals come from different orga- 
nizational cultures, communicate differently, use different decision-mak- 
ing techniques, and have very different ideas on how to bring a project 
successfully to completion (Allen, 1995). The question of why we were so 
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different and what we could have done differently was constantly on my 
mind. Embarking on this cultural analysis helped me to understand the 
process I hadjust gone through, to follow up with strategic questions, and 
see connections that would otherwise have been hidden. This is one of 
the higher aims of ethnology, to “aspire to understanding and interpreta- 
tion, not to prediction and explanation” (Keesing, 1974, p. 93). 
THE“USEFULMIRACLE” 
In the library field, a number of people have been farsighted enough 
to focus on culture as a way both to understand and manage our organiza- 
tions. In October 1995, Abigail Hubbard gave a LAMA-sponsored semi- 
nar in Columbus, Ohio, entitled “Organizational Culture: Pathway to Suc- 
cess.” The focus was on “actively managing organizations as a productivity 
issue” and included sessions on creating effective communication patterns, 
rites, rituals, and oral history. During the same time frame, Harvard Col- 
lege underwent a library-wide program to understand the Harvard Col- 
lege Library culture and redesign the library and library services accord- 
ingly (Lee & Clack, 1996). 
In 1994, Terry Plum used “ethnographic illustrations” to try and ana- 
lyze the interchanges between librarians and their users in order to indi- 
cate “directions that libraries and library staff should take to integrate 
technological advances into new social relationships and rituals” (Plum, 
1994,p. 496). In this era of rapid technological change, it is crucial that 
our profession works more closely with other information stakeholders, 
including educators, publishers, and technology providers. Using ethno- 
graphic methodology can help us understand how to merge with these 
cultures rather than just work next to the actors. Ethnography offers us 
the chance to step outside our narrow cultural backgrounds and compre- 
hend the world from the viewpoint of other human beings who live by 
different meaning systems. Ethnography adds a tool to the qualitative 
research toolbox which allows us to do this. As Plum (1994) states: “The 
data collected will lead to managerial change in ways that the collection 
and dissemination of user output statistical data cannot” (p. 508) 
Citing Clifford Geertz in The Electronic Word:Democracy, Technology and 
the Arts, Richard Lanham (1993) writes: “All that we can hope for, that 
rarest of phenomena, a useful miracle, is that we can devise ways to gain 
access to one another’s vocational lives” (p. 151). My ethnographic study 
of an academic computing center has been just this for me, “a useful 
miracle.” 
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Approach or Avoidance? The Role of Nonverbal 
Communication in the Academic Library User’s 
Decision to Initiate a Reference Encounter 
ABSTRACT 
THISNATURALISTICSTUDY EXAMINED THE ROLE of nonverbal communication in 
the academic library. Library users with information needs face the choice 
of trying to find the solution themselves or asking a librarian for assis- 
tance. This decision to approach or not approach a librarian and engage 
in interaction was studied through use of Mehrabian’s (196’7)immediacy 
metaphor. It was hypothesized that the nonverbal behavior of the librar- 
ian is related to the user’s decision to approach. Data were collected 
through observation and interviews from two academic libraries: one col- 
lege and one university. The investigator observed reference interactions 
for thirty-seven hours, interviewing 155users who approached thirty-four 
librarian volunteers during this observation period. A content analysis of 
data resulted in the identification of five categories indicated by users to 
have been critical in their choice to approach one librarian over another: 
(1)initiation, (2) availability, (3) familiarity, (4) proximity, and ( 5 ) gen-
der. Nonverbal behaviors important in users’ perceptions of approach-
ability were identified. Eye contact was the most frequently mentioned 
behavior that signaled to the user that the librarian was approachable. 
INTRODUCTION 
This study investigates a crucial aspect of the reference desk encoun- 
ter-the user’s decision to approach or not to approach the librarian and 
engage in interaction. The decision to initiate is a unique communication 
aspect which differentiates librarian-user interactions from other 
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professional-client interactions such as doctor-patient or lawyer-client. 
Initiation in such cases is a highly structured and rule-governed proce- 
dure that is controlled by the professional, usually through the mediation 
of a secretary or receptionist. 
In the case of most reference interactions, the librarian sits or stands 
behind a desk in full view of‘the users in the reference area. The librarian 
is available for users to approach at their discretion, rather than at the 
librarian’s convenience. One might assume, therefore, that initiating an 
interaction with a librarian would be relatively easy. There is no need to 
schedule an appointment and possibly wait in a crowded office as one 
might expect in seeing a doctor. Yet, research in the library literature 
suggests that approaching a librarian is reported to be difficult (Larason 
& Robinson, 1984; Swope & Katzer, 1972), often done as a “last resort” 
(Gothberg, 1977, p. 2), and perceived, at times, as unsatisfactory (Murfin 
& Gugelchuk, 1987; Radford, 1993,1998; Taylor, 1968). What determines 
a user’s decision to undertake an interaction with a reference librarian? 
Library users have two related types of information about librar- 
ians as they contemplate initiating an interaction: (1) an impression 
of the librarian presently attending the reference desk informed by 
their appearance and nonverbal behavior; and (2) previous experi- 
ence with and/or opinions of librarians. Any decision to approach 
and initiate interaction with the librarian is a function of both types 
of information. 
This study investigates the role of nonverbal communication in the 
user’s decision to initiate and endeavors to identify specific behaviors by 
the librarian that are related to this decision. Nonverbal communication 
is defined here as “all the messages other than words that people exchange” 
(DeVito& Hecht, 1990, p. 4). Nonverbal communication behaviors have 
been classified into the following codes: kinesics (known as body language, 
including eye, facial, and body movement) ;paralanguage or vocalics (vo- 
calizations other than words, such as sighs and moans, vocal pitch and 
volume) ; haptics (touch) ; proxemics (spatial distances) ; chronemics 
( t ime);  olfactics (smell); and artifacts (use of objects, such as 
jewelry) (Burgoon et al., 1989). 
Approximately 60 percent of meanings are communicated 
nonverbally: “Nonverbal messages are the primary means for communi- 
cating emotion, forming impressions, and communicating about relation- 
ships” (DeVito & Hecht, 1990, p. 4). Nonverbal communication behav- 
iors are crucial factors in decisions to initiate interaction with another 
person (Burgoon et al., 1989; Mehrabian, 1967,1981). Mehrabian (1981) 
identified nonverbal immediacy behaviors that express approach or avoid-
ance, level of involvement, and positive and negative feelings in a given 
interaction. Mehrabian’s (1971, 1981) work also found that nonverbal 
behaviors communicate: (1) status (e.g., superior/subordinate) , and 
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(2) responsiveness (how quickly and actively one person responds to 
another) (see Knapp & Hall, 1992). 
LITERATUREEVIEW 
The role of nonverbal communication in the reference encounter 
has received some attention within the library literature (e.g., DeVore- 
Chew et al., 1988; Genova, 1981; Glogoff, 1983; Harris & Michell, 1982; 
Heinzkill,1972;Larason & Robinson, 1984; Radford, 1989; Radford, 1996a, 
199613; Richardson, 1985; Westbrook & DeDecker, 1993). Munoz (1977) 
argues: 
The reference librarian has ...an obligation to become acquainted 
with the current research in nonverbal communication . . . .We are, 
after all, interested in understanding all the subtleties of our patron’s 
message, just as the patron, too, wishes to interpret our signals. Non- 
verbal communication is not just a matter of common sense. The 
study of it is a scientific enterprise. . . .It offers us a means to establish 
more effective contact between inquirer and librarian. (p. 223) 
Weiss (1976) asserts that the librarian who is “tuned in” to the non- 
verbal messages of both the user, who is perhaps hesitant, and of them- 
selves, who may present an aloof appearance, can offer more appropriate 
help. Glogoff (1983) believes that nonverbal communication can be used 
by the librarian “to gain and keep the patron’s confidence long enough to 
provide the needed assistance” (p. 62). Glogoff views nonverbal commu- 
nication to be as important to the reference interview as verbal communi- 
cation. 
In a seminal article, Mount (1966) described nonverbal behaviors as 
potential barriers to reference service: “Reference librarians should take 
a good look at themselves and see if they always present an air of helpful- 
ness and friendliness, or do they appear cold and disinterested to patrons. 
Some patrons may not even ask their questions if staff members make it 
look as if they don’t want to help them” (p. 577). However, few scientific 
studies have been conducted on nonverbal communication in the library 
context that have been of a substantive nature with generalizable find- 
ings. According to Harris and Michell (1982): “Of the empirical studies 
that do exist, many can be taken as suggestion only, because of the small 
number of subjects used or because of inadequate reporting of methodol- 
ogy and results” (p. 87). 
The worth of these studies lies in their heuristic value. For example, 
Swope and Katzer (19’12) conducted an exploratory study of 119users in 
an academic library. They investigated the reasons why 27 percent of the 
people they surveyed who had questions did not ask for a librarian’s help. 
They identified four reasons: (1)dissatisfaction with past service, (2) think- 
ing their question too simple, (3) fear of being a bother, and (4) fear of 
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appearing stupid (see also Liu and Redfern [19971 who had similar find- 
ings with regard to multicultural students who were afraid to approach 
the librarian because they might appear stupid). They concluded: “Every 
attempt should be made to actively encourage questions (rather 
than passively waiting for them). Eye contact, a sincere smile, and an 
invitation to return will do wonders with a hesitant individual” (Swope & 
Katzer, 1972, p. 165). 
A quantitative approach was used by Harris and Michell (1982) which 
“involved the development of controlled stimuli to which subjects could 
react [and] enabled us to bypass many of the difficulties posed by the 
often-used field study approach in which users’ responses to uncontrolled 
reference interviews are collected” (p. 87). Harris and Michell (1982) 
utilized the psychological concepts of “social cognition” or “impression 
formation” (see also Goffman, 1959). Videotapes of actors impersonating 
librarians were developed which manipulated the variables of inclusion, 
gender, and nonverbal warmth. There were 320 participants who viewed 
and rated the “librarians”’ behavior. This study concluded that the above 
variables were significant in the participants’ judgment of skill and likabil- 
ity of the librarians. 
Genova (1981) conducted a study of nonverbal behavior between li-
brarian and user during online search interviews. She found that gener- 
ally librarians were less satisfied than users. In addition, “the results leave 
little doubt that tracing of nonverbal aspects of the interaction emerged 
as a good diagnostic and a descriptive tool” (p. 47). Of the research de- 
scribed here, Genova’s included the most complete framework and de- 
scription of underlying theory along with detailed methodology. 
Kazlauskas (1976) studied academic librarians at both reference and 
circulation desks. He developed case studies at four institutions. He 
searched for patterns in nonverbal behaviors and extracted categories for 
positive and negative traits using qualitative analysis. The study was ex- 
ploratory but suggests that knowledge of nonverbal communication could 
be useful to librarians. Kazlauskas (1976) found nonverbal approachabil- 
ity to be important. “Those reference personnel who appeared receptive 
tended to be inundated with requests from patrons” (p. 133). He found 
the following behaviors to be categorized as positive: eyebrow flash (rais- 
ing the eyebrow and lowering it quickly when someone approaches), eye 
contact, evaluative gestures (such as nodding), and general cheerful dis- 
position (such as smiling). Negative nonverbal indicators included: lack 
of immediate acknowledgment of user, no change in body stance as user 
approaches, covering the eye with the hand, reading, tapping finger, twitch- 
ing mouth, and pacing. These nonverbal behaviors have been identified 
by other researchers as communicating immediacy and its opposite, 
nonimmediacy, in a variety of contexts (Andersen, 1979; Argyle & Cook, 
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1976; Burgoon et al., 1989; Burgoon et al., 1984; Kahlbaugh & Haviland, 
1994; Mehrabian, 1967,1981; Patterson, 1973a, 197313). 
Although there is substantial research in the communication litera- 
ture, most of the literature applying nonverbal communication theory to 
the library context is opinion or interpretation. Crouch (1979), Boucher 
(1976), Budd (1977), Ellison (1983), Horn (1974), Mount (1966), and 
Wayman (1984) provide largely opinion pieces. Glogoff (1983), Holland 
(1978), Munoz (1977), and Weiss (1976) provide discussions of theoreti- 
cal applications. These articles are, however, valuable in suggesting pos-
sible areas for research. Boucher (1976), for example, characterizes two 
modes of behavior that the librarian can display: availability mode or 
preoccupation mode. Glogoff (1983) has addressed similar concerns, 
adding that some librarians barricade themselves behind the reference 
desk in such a way as to suggest “Do not disturb” (p. 66). He emphasizes 
the importance of a positive posture consisting of a smile, direct use of 
regulators like nodding, eye contact, and a relaxed attitude. 
The studies reviewed here emphasize the need for further research to 
develop and refine their tentative findings. There is no indication that any of 
these studies have been tested through replication. There is, however, confir- 
mation within the literature of the idea that users are influenced greatly by 
the nonverbal behaviors of the librarian. It is also apparent that most of the 
research in this area has been quantitative in nature. Few of these studies 
have used qualitative research techniques, yet nonverbal behavior is charac-
terized as subtle in nature (Argyle, 1972; Shavit, 1984). 
METHOD 
A naturalistic design was adopted in order to take into account the 
total communication context in which the user’s decision to approach or 
not approach is made. Argyle (1972) recommends that study of nonver- 
bal communication should be “carried out in realistic settings. . .which 
contain all the main ingredients of ordinary social behavior” (p. 244). In 
addition, Mellon (1990) and Shavit (1984) recommend the qualitative 
approach for study of library reference service. The design of the present 
study is informed by the work of Gothberg (1976) utilizing Mehrabian’s 
immediacy metaphor in a study of the nonverbal behavior of reference 
librarians. For Gothberg (1976), immediacy consisted of “proxemic clues, 
such as physical closeness, touching or reaching out as if to touch, eye 
contact, and so on” (p. 127). The Gothberg study found that those who 
were exposed to immediate communication “expressed more satisfaction 
with the reference interview. . . than a user exposed to a librarian’s 
nonimmediate verbal-nonverbal communication” (p. 128). 
SUBJECTS 
Two academic libraries at New Jersey institutions of higher education 
were used as research sites: (1)a library of a medium sized, public, mostly 
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undergraduate institution (site A); and (2) a larger public university li- 
brary (site B) . Thirty-four academic reference librarian volunteers par- 
ticipated in the study-nineteen from site A and fifteen from site B. Of 
these, twenty-two (65 percent) were female and twelve (35 percent) male. 
Thirty-one (91 percent) were white, two (6 percent) Asian, and one (3 
percent) black. Thirty-three held a master’s degree in Library Science, 
and one was an intern enrolled in an M.L.S. program. Nineteen also held 
a second master’s in a variety of subject fields, three held a Ph.D., one a 
D.L.S., and one was A.B.D. The librarians’ ages ranged from twenty-seven 
to sixty years old with a mean of forty-five years (one not given). The 
librarians had a range of years of experience in reference from two to 
twenty-five years with a mean of thirteen years (excluding the intern who 
had no experience). All librarian participants were volunteers and had 
no knowledge of the specific design of the study. 
One hundred and fifty-five library users participated in the study. 
Of these, eighty-five (55 percent) were female and seventy (45 per- 
cent) were male. One hundred thirty-nine (90 percent) were students, 
four (3 percent) were members of the general public, three (2  per-
cent) were faculty members, three (2 percent) were alumni, two (1 
percent) were college staff members, and two (1 percent) were high 
school students. Regarding ethnicity, 125 (81 percent) were white, 13 
(8 percent) black, 8 (5 percent) Hispanic, 6 (4 percent) Asian, and 2 
(1 percent) other. 
PROCEDURES 
Two methods were employed for data collection: (1)thirty-seven hours 
of unobtrusive Observation, and (2) interviews with users. The study de- 
sign requires users to be given a choice between two librarians at the ref- 
erence desk and then to be asked how they made the decision as to which 
librarian to approach. For the duration of each observation hour, the 
nonverbal behavior of the librarians on duty at the reference desk was 
observed. Each librarian was observed both as an individual and also as a 
member of the librarian dyad (pair). 
During the observation hour, every user who approached the refer- 
ence desk and spoke to the reference librarian(s) was noted. For each 
interaction, a data collection form was completed which recorded the non- 
verbal behaviors of librarian and user. Upon completion of each refer- 
ence interview, the library user was approached and asked to participate 
in this study. Every user who was approached agreed to be interviewed 
(N=155). Users were then asked: “Remember when you approached the 
reference desk with a question, there were two librarians on duty?” (At 
times-e.g., prior to shift changes-there may have been more than two 
librarians from which to choose.) When the user indicated remembrance, 
they were asked: “How did you decide which librarian you were going to 
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ask for help?” The user’s answer was written on the form word for word, if 
possible. Demographic data were also collected for all users and librar- 
ians. 
A content analysis of user responses was conducted. Keywords or 
phrases that seemed to summarize each response were noted or assigned. 
Like responses were grouped together. In addition, specific descriptions 
of nonverbal behaviors that invited or repelled approaches were noted 
and similarly grouped into categories. 
RESULTS 
Five distinct categories were identified that indicated reasons why users 
chose to approach one librarian over another. These were given the des- 
ignations of: (1) initiation, (2) availability, (3) proximity, (4) familiarity, 
and (5) gender. Descriptions and examples from each category follow. 
Initiation 
“Initiation” involves explicit action, perceived and reported by the 
user, on the part of the librarian. It occurs when the librarian initiates the 
encounter through multiple signals that include eye contact, body orien- 
tation, movement toward the user, and/or verbal enforcement (e.g., “May 
I help you?”). The users describe themselves as feeling as if the librarian 
has made the decision to begin contact or open communication. The 
user assumes a passive role and essentially waits for the librarian to signal 
interest. This category seems to provide a powerful draw. It was men- 
tioned by 58 of the 155informants (3’7percent). Some examples include: 
Question to Each User: “How did you decide which librarian to askfor help?” 

UserA: “Actually, I waited until one of them approached me.” 

Probe: “Approached you?” 

UserA: ‘Yes, she walked toward me.” 

User B: “She looked over and asked if I needed help.” 

User C: “I spoke to both of them, really, then let whichever one would, 
help me.” 
User D: “She came to me.” 

Probe: “Came to YOU?” 

UserD: ‘Yeah, she came to me, looked up and said, ‘Can I help you?’ She 

came to me.” 
UserE: “Ijust waited for the first person that asked me.” 

Probe: “Soyou didn’t decide?” 

UserE: “They decided.” 

User F: “There was a line of us waiting. I didn’t decide. One was already 
busy so one came up to me. One librarian came and took the first 
person in line. We students had no choice.” 
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The next interview is interesting because the user was waiting for two 
minutes but did not interrupt a librarian who was standing alone using an 
OCLC terminal. The user felt that it would be bad manners to interrupt. 
It is also interesting to note that another librarian came up to the user 
and said “May I help you?” but the user only remembers being asked about 
the topic: 
User G: “I waited.” 
Probe: “Why didn’t you interrupt (librarian at computer)?” 
User G: “I was taught better than that, I guess. I just waited.” 
Probe: “Then what happened?” 
User G: “[The] other librarian came toward me.” 
Probe: “Did she greet you?” 
User G: “No,just asked about my topic.” 
In these cases, the librarian seems to have a large portion of the re- 
sponsibility for initiating the reference encounter. Many users expressed 
willingness to wait rather than to interrupt the librarian’s work. Three 
users commented on the lack of “initiation” on the part of the librarian. 
For example: 
User H: “I was standing there and she didn’t even act like she knew I was 
there. I thought ‘What’s this person’s problem?”’ 
User I: [referring to librarian on the phone] “I would have been more 
comfortable if she would have given me a wave or signaled to me while 
I was waiting.” 
UserJ: “She didn’t seem very friendly.” 

Probe: “Could you be more specific?” 

UserJ: “She didn’t even take the time to look up, say ‘Hi, hello, may I help 

YOU?”’ 
A male user was waiting for help while two librarians were chatting 
casually at the desk and a third librarian was on the phone: 
UserK: “Whichever which one came to me first. The one who could take 
time out of their busy schedule you know what I mean? [sarcastic smile, 
rolled eyes, touched researcher’s elbow] .” 
The user here seemed to imply that the librarians were not busy but ig- 
nored him while they chatted and did not give him immediate recognition. 
Initiation can be more powerful than familiarity. User L had wit-
nessed a previous interaction with one librarian and wantcd to approach 
him yet did not want to disturb his reading: 
UserL: “The older woman was-shejust made eye contact first. The other 
one did not look up. I was going to ask the Asian man since he helped 
someone next to me and was friendly and patient and he even helped 
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with spelling, but he was reading something and the other librarian 
walked over to me.” 
Initiation becomes extremely important to users who may be feeling 
unsure of themselves, their library skills, or their computer abilities. In 
the next case, the user was feeling insecure because she graduated twelve 
years ago and was overwhelmed by the presence of the library’s electronic 
resources. She became animated and spoke about missing the card cata- 
log which had been replaced by an OPAC. In addition, she expressed 
guilt at being “punished” by being interviewed because she was in the 
library to help her daughter with an assignment (see Gross [1995] for an 
article that explores queries done on behalf of others): 
User M: “I waited for someone to say ‘Can I help you?’ If she had been 
busy I wouldn’t have interrupted her. Would have gotten busy and 
came back. I am feeling insecure, graduated in ’85. I miss the card 
catalog. I guess they want the user to be independent, there’s a reduc- 
tion in force. I came to get information but don’t know what I am 
doing. What‘would my parents do? Have to get into computers or 
you’re a dead woman. I’m doing my daughter a favor, and I am get- 
ting punished [by being interviewed]. The library is so different. 
Where’s the card catalog? Am totally overwhelmed by changes since 
’85. I’m a teacher, my kids [students] would be fine.” 
User M’s comments are also interesting because she said that her percep- 
tion was that the librarians “want the user to be independent” and that 
“there’s a reduction in force” neither of which was true for this library. 
Availability 
A category closely related to “initiation” is “availability,” which is char- 
acterized as an open, yet passive, stance on the part of the librarian. The 
librarian orients toward the user by turning around, moving physically 
toward him/her, giving eye contact, or signaling attention to the user but 
not adding the verbal component. The user expresses a “feeling” that 
one librarian, more than the other, is open or available to help them. Eye 
contact and change in body position signaling awareness of the user’s ap- 
proach are important components of availability. Fifty-four out of the 155 
responses (35percent) fit into this category. Some examples follow: 
Question: “How did you decide which librarian to askfor help?” 
UserN: “She looked at me before he did, you know what I mean?” 

User 0:“One of them had that look in their eye.” 

Probe: “One of them looked at you?” 

User0:“They all looked at me, but one had that look, you know, you know 

how you feel that one of them really wants to help you.” 
Probe: “Could you be more specific? Was there a smile?” 
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User 0:“No, none of them smiled. I just can’t describe it, but you know 
when someone looks at you, you can see it in their eyes that they really 
want to help you” [gestures with open arms]. 
User P: “I could tell that the librarian wanted to get off the phone and 
help me. She appeared frustrated that she couldn’t. The person at 
the end of the phone wouldn’t let her get off the phone. I could tell 
that she wanted to help me, and she did, she helped me immediately.” 
User P’s response is noteworthy because the user had to wait for the 
librarian to get off the phone yet remembered being helped “immedi- 
ately.” 
User Q: “One looked like he was busy doing library work. The other one 
xvas just reading a magazine. He looked like he was killing time wait- 
ing for someone to walk up. He looked up.” 
In the case of User Q both librarians had been engaged in the same 
activity-reading-but one kept looking up and was able to convey the 
impression that he was just “killing time.” In the next case, a female 
librarian’s availability is more critical in making the decision to approach 
than the user’s familiarity with the male librarian: 
User R: “I knew [the male librarian] already, but I didn’t interrupt them 
talking-would have waited for them to notice me. She was facing 
me. He had his side to me, was doing something with his wallet. Who- 
ever noticed me first.” 
When the librarians do not signal availability, the user waits, choosing 
not to interrupt or disturb someone who is reading: 
Users:“She was sitting there reading a book. The other one was talking to 
somebody.” 
Probe: “Soyou didn’t want to interrupt?” 
User S: “Yes.” 
Proximity 
The third category is “proximity.” Seventeen (1 1 percent) of the us- 
ers based their decisions on their perceptions of physical distance: 
Question: “How did you decide which librarian to askfor help?” 
User T: “She was closer to where I was standing.” 
User U: “The one nearest to me. A couple were further back from the 
desk.” 
User E “Ijust picked the person who was closest to me.” 
The comment of User V is interesting because observation revealed 
that the librarians were, in fact, equidistant from the user. This was merely 
the perception of closeness as the librarian chosen was observed to have 
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been exhibiting immediacy behaviors (e.g., eye contact, turning toward 
user) when compared to the other librarian. 
Familiarity 
A fourth category, mentioned by ten (6 percent) of the users, is “fa- 
miliarity.” “Familiarity” is evidenced when the user describes a previous 
interaction with a librarian. For example: 
eest ion:  “How did you decide which librarian to askfor help?” 
User W “He gave a lecture to our class. I’m doing a Master’s thesis so I 
guess he was familiar to me.” 
User X: “I know him. He’s helped me before. I did a presentation in class, 
and he did a computer search for me. I do a lot of work here.” 
User Y: “She helped me yesterday.” 
Probe: “Soyou felt more comfortable asking her?” 
User Y: ‘Yes” [smile, eye contact, nod]. 
“Familiarity” seems to be powerful enough to encourage the user to 
risk an encounter even when presented with nonverbal behavior that sig- 
nals preoccupation: 
User Z: “He had helped me before so I walked up and asked him. They 
were both reading, I didn’t want to bother either of them.” 
Note the indication that the user did not want to be a “bother” (see also 
Swope and Katzer, 1972; Liu and Redfern, 1977, who had similar find- 
ings). The previous interaction seemed to have allowed the user to feel 
more comfortable “interrupting” the librarian. 
This next example indicates the importance of moving out from be- 
hind the reference desk to give assistance. The librarian had come away 
from the reference desk to help a user at a computer terminal which was 
about twenty feet away. User AA observed the librarian’s interaction with 
a second user and felt comfortable enough to ask a question too. Later, 
when approaching the reference desk, the user had confidence in ap- 
proaching the same librarian, having “broken the ice” at the computer 
station: 
User AA: “She was helping someone at the computer before and I asked 
her a question. So when I saw her at the desk I asked her again. She 
helped me find some really good books.” 
Gender 
A fifth category, mentioned by three (2 percent) of the users, is “gen- 
der.” These users reported that they made a decision to approach based 
on gender: 
eest ion:  “How did you decide which librarian to ask fw he&?” 
User BB: “I don’t know. I thought of that question as I approached the desk. I 
guess I felt more comfortable approaching the female than the male.” 
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Probe: “Do you know why?” 
UserBB: “I did a lot of research at my hometown library where the librar- 
ians were women. I guess it was what I was used to.” 
UserCC: “Usually females know a bit more about the library. Usually that’s 
who you go to. I dated a woman who worked at the library and she 
knew a lot.” 
These users found it easier to approach the female librarian. Their com- 
fort seems to derive from their familiarity with female librarians and, in 
the case of User CC, a generalization from one woman he dated who “knew 
a lot” to all female librarians. It is also possible that these users have 
internalized media stereotypes of librarians (see Radford & Radford, 1997). 
In observation of approaches to librarians, gender variables were 
noted. In those cases (N=80)where the user had a choice between a male 
or female librarian, the user (male or female) selected the female in forty- 
six (57 percent) of the cases, while the male was selected thirty-four times 
(43 percent). Both male and female user5 chose female librarians with 
greater frequency than males. Kazlauskas (1976) also found that females 
were selected more frequently than males. 
Other 
There were thirteen additional responses that did not fall definitively 
into any of the above categories. These included users who could not de- 
cide why they made a choice and those who did not realize that there was 
a choice. Two interactions in the “other” category were referrals: 
User DD:“Ijust went to someone a teacher had told me to go to. He 
knows more about everything-he knows the library inside and out 
better than most other people I’ve dealt with.” 
UserEE: “Last night I spoke with one of the librarians. He recommended 
that I speak to this librarian about getting financial ratios.” 
Another user spoke about being physically attracted to one librarian 
over another. In this case, a female user had a choice between two male 
librarians. One had a full beard, the other a Van Dyke. The user became 
flustered when answering the questions and had difficulty expressing her- 
self, perhaps because she was embarrassed to admit she was physically 
attracted to the librarian(see also Radford [1993, 19981 who reports a 
case in which a male librarian is physically attracted to the female user) : 
UserFF: “Ijust asked the one that was closest to me.” 

Probe: “Was there anything else?” 

UserFF: “I do like facial hair.” 

Probe: “The beard?” 

User FF: “[The] one that was more attractive [laugh] .” 

In one case, a user approached a desk at which one of the librarians 
was wearing a breathing apparatus: 
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User GG: “One was busy, he also was encumbered. He was handicapped 
somehow. I wasn’t sure if he was a librarian.” 
Here, the oxygen apparatus seems to have formed a barrier for this 
user. What model does the user have of a “librarian?” Does a person with 
a physical disability somehow fall outside of the image of a librarian? This 
also suggests that librarians with physical disabilities may need to pay greater 
attention to their other nonverbal behaviors, such as eye contact, to signal 
availability. 
NONVERBAL DESCRIBEDBEHAVIORS BY USERS 
THATINDICATEAPPROACHABILITY 
The following behaviors were identified by users as influencing their 
decision to approach one librarian rather than another. The number of 
users who mentioned each behavior is given in parentheses along with 
examples of their descriptions. The behaviors are listed in descending 
order. 
Eye Contact (37) 
“She gave me eye contact.” 

“He looked at me.” 

“The other one looked at me and caught my eye. She looked inviting.” 

Proximity (perceived or actual physical closeness) (17)  
“The lady that was up front. Was just the first one that I ran into.” 
“I asked the one that was closest to me.” 
Motion Toward (12) 
“He approached me, he just walked up.” 
“Actually the one with glasses seemed to be the one in charge. She no- 
ticed me and approached me.” 
“She walked toward me.” 
Orienting Body Toward (5) 
“She turned around.” 

“One of them got up and helped.” 

“I think it was the one facing me.” 

“The person in the group turned and spoke to me.” 

“Ijust figured she was moving, the other was stationary, Ijust figured she 

was the one to go to.” 
Smile (2) 
“Because she smiled at me and was very helpful.” 
“The lady that smiled at me. I thought she wasn’t doing anything. I thought 
she could tell me where to go.” 
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Sitting (2) 
“He was sitting, she was standing. I guess that had something to do with it. 
He looked ready to help.” 
“Guy was sitting, he wasn’t doing anything. She was standing, busy.” 
Standing (1) 
“Ijust decided the one that was standing up was the one to talk to.” 
NOIWF,RBAL DESCRIBEDBEHAVIORS BY USERS 
THAT IMPEDEAPPROACHABILITY 
The following behaviors were identified by users as negatively influ- 
encing their decision to approach one librarian rather than another. The 
number of users who mentioned each behavior is given in parentheses 
along with examples of their descriptions. The behaviors are listed in de- 
scending order. 
Talkingon the phone (10)  
“One was on the phone, the other one wasn’t.’’ 

“One was on the phone, the other wasjust standing there.” 

Znteracting/Conversing With Another User or Librarian (9) 
“One was available, the other wasn’t. He was helping another person.” 

“She [the librarian chosen] wasn’t in conversation either.” 

“They were both just talking.” 

“Two librarians were having a conversation. The person who helped me 

said ‘May I help you?’ so I kinda slid down to where she was sitting.” 
Using the Computer (4 )  
“He was the only one not working on the computer. He wasn’t busy.” 
“She was closest to me; the other librarian was on the computer.” 
Leaving/Preparing to Leave (3) 
“Actually he’s the one who came to me. The other just left, I guess they 
weren’t on duty” [note they didn’t leave until after user was in interac- 
tion but one librarian was getting ready tb leave, exhibiting nonverbal 
leave taking behaviors]. 
“The other one just walked away.” 
“Well, one left.” 
Reading (3) 
“I was going to ask the Asian man ...but he was reading something ...” 
“She was sitting there reading a book.” 
Negative Facial Expression (1) 
“Lady looked at us like we were stupid.” 
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DISCUSSION 
The results support the hypothesis that nonverbal information is an 
important factor in the user’s decision to approach or not to approach 
the librarian. Four of the five categories of responses relate directly to the 
nonverbal communication behaviors of the librarians. This is of note since 
users were not asked to comment on the nonverbal behaviors of the li- 
brarians but did so spontaneously when asked how they decided which 
librarian to approach. This suggests that their decisions were not arbi- 
trary. 
Of the four categories, only the “familiarity” category was based on 
past experiences with the librarian rather than the perceived nonverbal 
approachability. This category emphasizes the importance of creating a 
good first impression on users. If a user has had a previous positive expe- 
rience, he/she testifies to feeling more comfortable in making another 
approach. This finding also emphasizes the fact that every interaction with 
a user is important, even if the request is just the repetitive “Where’s the 
bathroom?” If a user receives a pleasant response to a directional ques- 
tion, then when the user has a substantive question, they will feel less 
hesitant. 
The data suggest that nonverbal immediacy (Gothberg, 1976; 
Mehrabian, 1967, 1971) plays a role in a user’s perception of librarians 
and in their decision to approach or not to approach the reference desk 
with a question. One hundred and twelve (72 percent) of the approaches 
were made to librarians exhibiting availability or initiation behaviors, pro- 
viding support for Kazlauskas’s model and for the immediacy metaphor. 
Eye contact, noted as a positive behavior by Kazlauskas (1976), was 
the most frequently mentioned nonverbal component, reported by thirty- 
seven users from the “initiation” and “availability” categories (see also 
Argyle & Cook, 1976). Eye contact sends a strong signal that the “commu- 
nication channel is open. In some instances, eye gaze almost establishes 
an obligation to interact” (Knapp & Hall, 1992, p. 298). This finding im- 
plies that librarians, even if busy with paperwork or computer searches, 
could give an impression of approachability through use of eye contact 
alone. 
Proximity was also found to be an important factor as was moving 
toward the user who approaches the reference desk. This finding directly 
relates to Mehrabian’s (1967) immediacy metaphor. Librarians can signal 
to the user that they are eager to interact with them by moving closer or 
turning toward the user, even if it is a subtle motion (see Hall [1966] on 
the subject of proximity). 
The three behaviors that users most often reported to be barriers to 
approachability included talking on the phone, conversing with another 
person, and using the computer. Users described librarians involved in 
these activities as “busy” and not to be “interrupted.” These findings indi- 
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cate that librarians can mitigate approachability barriers while at the ref- 
erence desk by using nonverbal hand gestures or eye contact even while 
engaged in phone conversations or computer use. 
It is to be noted that, although results were reported here for discrete 
nonverbal behaviors (e.g., eye contact or smiling), these nonverbal “cues” 
generally do not appear alone: 
Most often nonverbal behaviors that are meaningful come in groups 
or at least in pairs. Nonverbal researchers say that nonverbal com- 
munication is multichnnnelled because it comes in packages. This 
means that we send  a n d  receive messages through groups 
of cues. . . .In fact it would be misleading to rely on a single nonverbal 
cue under the assumption that each action has one, clear meaning. 
Relying 011single cues can result in stereotyping. (DeVito & Hecht, 
1990, p. 8) 
Gender stereotyping is one such example. When given a choice, more 
male and female users chose to approach female librarians, supporting 
Kazlauskas’s (1976) findings that users prefer to approach a female when 
given a choice. This suggests implications for future research on staffing 
patterns and the study of gender as an approachability factor. Also it may 
indicate that male librarians wanting to appear approachable need to at- 
tend more carefully to their nonverbal behaviors than females. 
At the theoretical level, these results precede the proposition that 
the interaction has a dimension which deals with the relationships formed 
between librarian arid user (see ITatzlawick et al., 1967). The reference 
encounter is not exclusively task oriented, focusing exclusively on the ex- 
change of information, as often portrayed in the library literature (see 
Lancaster, 1993, for a review of this research). However, Radford (1993) 
found evidence that “library users in academic settings place a high de- 
gree of significance on the attitude and personal qualities of the librarian 
giving reference assistance” (p. 195). Burgoon et al. (1984) assert that 
these relational messages are frequently comniunicated through nonver- 
bal cues. Thus, future research on the librarian-user interaction needs to 
stress the relationship of nonverbal behavior and the relational dimen- 
sion of interpersonal communication. 
LIMITATIONS RESEARCHAND RECOMMENDATIONS FOR FUTURE 
There are a number of limitations to this exploratory study Researcher 
bias may have been a factor in data gathering interviews and observation 
and in establishing reliability of findings. Future studies could minimize 
this bias by cmploying multiple observers or by videotaping the behaviors 
to be analyzed. The analysis of nonverbal communication is a difficult 
task, as there are a number of variables with multiple cues transpiring 
within moments. Videotape could help to capture the subtle cues that 
may otherwise be missed in such a rich context and could serve to resolve 
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contradictions between what the observer noted and what the user re- 
ported. 
Future study should broaden the research design to include a larger 
random sample of observation. It would also be advisable to conduct the 
study at multiple settings in a variety of types of libraries and with a wider 
variety of librarians. Collecting verbal data from librarians as well as from 
users would enable analysis of librarians’ perceptions of self and of the 
user’s nonverbal behaviors. 
Results of this research suggest inclusion of additional variables in 
future investigations: gender variables, ethnicity, physical variations (such 
as physical appearance, disability, or facial hair), positional variables (such 
as motion, stance, proximity to reference desk), specific behaviors (such 
as eye contact), and modes of dress (casual versus professional) (see 
Gorham et al. [1997] who did a study of style of dress in the college class- 
room and its effect on students). Research in these areas could provide 
practical applications for the library profession and for similar professional 
interactions. 
Traditional education of reference librarians is often task oriented, 
primarily focused on learning the information sources and systems. Re- 
sults suggest that education in the interpersonal dimensions of the refer- 
ence interaction (see Dewdney, 1986), including study of nonverbal com- 
munication behavior, must also be included in the curriculum (see Glogoff, 
1983). 
Clearly the role of nonverbal communication in this complex encoun- 
ter needs more study. The findings reported here need to be refined, 
and the suggested variables explored. Understanding of the interper- 
sonal dynamics of these interactions is becoming increasingly important, 
especially to academicians, because of the amount of information avail- 
able and the increasing sophistication of reference sources and electronic 
systems used to access this information. Users, some overwhelmed by the 
swift and radical changes continually taking place in libraries, will be look- 
ing toward librarians for those signals that say “May I help you?” instead of 
“Do not disturb.” 
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Scholar’s Playground or Wisdom’s Temple? 
Competing Metaphors in a Library 
Electronic Text Center 
MOIRASMITHAND PAULYACHNES 
ABSTRACT 
THISSTUDY DRAWS UPON THFORIFS from cognitive anthropology concerning 
the role that metaphors and mental scripts play in organizing human 
thought and action. Metaphors are implicit cognitive templates that en- 
able people to understand novel situations in terms of familiar ones, while 
the related scripts provide outlines for how to act in emergent situations. 
These theories are applied to the ways in which librarians and library pa- 
trons conceptualize and respond to electronic texts. In 1994, these au- 
thors carried out a qualitative ethnographically informed case study of an 
electronic text center in a large academic library designed to reveal the 
underlying metaphors that library staff and patrons used in thinking about 
electronic texts. This article presents three of the most common sets of 
these metaphors. The first was a tendency to analogize electronic full 
texts as regular books. Second, a large body of competing metaphors saw 
the electronic text center as both a place of play and a place for work. 
Finally, we discuss metaphors that influenced how librarians and patrons 
viewed and behaved toward each other. 
INTRODUCTION 
Whatever one niay feel about the incursion of electronic texts into 
the traditional library setting, the fact remains that full-text information 
technology is finding a permanent place there. Centers devoted to the 
use, manipulation, and creation of electronic texts are appearing in sev- 
eral academic libraries-Indiana University, the University of Michigan, 
Moira Smith, Anthropology Folklore, Sociology & Gender Studies, Indiana University Li- 
braries, Library E760, Indiana University, Blooniingtori IN 47405 
PaulYachnes, Library, The Middle East Institute, 1761 N St., NW,Washington, DC 20036-
LIBRARY TRENDS, Vol. 46, No. 4, Spring 1998, pp. 718-731 
01998The Board of Trustees, Universitv of Illinois 
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and the University of Virginia to name some of the more prominent ex- 
amples. One reason these centers exist is that the use of electronic texts 
and related technology pose both practical and conceptual problems for 
librarians and library patrons. In terms of their content, packaging, and 
hardware requirements, electronic texts do not fit comfortably into the 
library as it has been traditionally conceived. 
Over centuries, librarians have developed extremely efficient proce- 
dures for handling books-tangible items which we know how to classify, 
store, and access, and which our patrons are generally comfortable using. 
In contrast, electronic texts pose challenges to both libraries’ ability to 
manage them and the comfort level of patrons. At the very least, library 
procedures have to change. More importantly, electronic texts are caus- 
ing both librarians and patrons to change their veryways of thinking about 
texts, libraries, and information. 
THEORETICAL WHYMETAPHOR?BACKGROUND: 
Electronic texts, and indeed literary and linguistic computing gener- 
ally, represent a novel development in libraries. The application of com- 
puter processing to humanistic texts was once the province of specialists 
as represented in the journal Computers and the Humanities from 1966 on. 
More recently, CD-ROM technology has made it possible for a much wider 
audience of students and scholars to read and manipulate traditional hu- 
manistic texts in machine-readable format, causing academic libraries not 
only to collect, but also to provide support for, electronic information. 
These materials take their place alongside computer-based library cata- 
logs and bibliographic databases, which have by now become familiar sights 
in most libraries in the Western world. Yet even the OPACs and databases 
were novel enough in recent years to have prompted a plethora of studies 
aimed at describing the attitudes held by both library staff and patrons 
regarding these developments. 
Our approach borrows from theories in cognitive science that prom- 
ise a way to understand and describe how people respond to new situa- 
tions. The theories of cognition developed in cognitive anthropology and 
cognitive linguistics start with the question, How do people know how to 
act in the new and emergent situations they face every day? The answer is 
that this accomplishment is achieved by means of mental structures vari- 
ously known as “models,” “scripts,” or “schemas.” Roy D’Andrade (1995) 
defines a schema thus: 
the organization of cognitive elements into an abstract mental ob- 
ject capable of being held in working memory with default values or 
open slots which can be variously filled in with appropriate specifics. 
For example, most Americans have a well-formed schema for a com-
mercial transaction [emphasis in the original] in which a buyer and 
seller exchange money for the rights over some object. (p. 179) 
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Schemas and scripts provide mental templates or outlines that en- 
able people to efficiently process new and emergent situations in terms of 
old familiar ones. For example, someone who has never visited a 
chiropractor’s office before will know what to do there by applying the 
script for going to a doctor’s office. This script is in turn an elaboration of 
the broader script for visiting a professional office of any kind (Rumelhart 
&Norman,1988,pp. 539-41). The script provides a kind of mental short- 
cut, a generic template into which one can insert the details appropriate 
to the current specific instance of the type. 
It will be noted that, while such mental shortcuts are only useful, even 
indispensable, to everyday thought and action, they are not without draw- 
backs. Mental shortcuts may eliminate too many nuances. Schemas that 
persist as bases for action in the face of facts that contradict them are 
known popularly as “stereotypes.” They represent the least adaptive end 
of the range of cognitive modeling. 
In other words, the cognitive devices labeled schemas work like meta- 
phors. According to Lakoff and Johnson (1980),“the primary function of 
metaphor is to provide a partial understanding of one kind of experience 
in terms of another kind of experience” (p. 154). Schemas are like meta- 
phors in that they are “essentially cognitive transfer agents-that is, they 
allow the transfer of knowledge from one knowledge domain to another” 
(Barker et al., 1994, p. 214). Metaphorical extension allows people to 
understand and talk about new phenomena in terms of old ones. As Klaus 
Krippendorff (1993) explains: “All metaphors carry explanatory structures 
from afiimiliar domain of experiences into another domain in need of under- 
standing or restructuring” [emphasis in original] (p. 4). 
It follows that metaphors are much more than mere embellishments 
to speech; indeed, they affect our understandings, perceptions, and ac- 
tions. The work of George Lakoff and Mark .Johnson (1980) has been 
influential in demonstrating that much of our everyday experience is struc- 
tured by large-scale metaphorical concepts. Far from simply describing 
reality, metaphors also organize users’ perceptions and, when acted upon, 
they help create reality (Krippendorff, 1993, pp. 45).  Metaphors have 
entailments for the target domains-i.e., they organize users’ perceptions 
and influence the way users act (Krippendorff, 1993, p. 5). The familiar 
domain that is extended to comprehend a new domain carries with it 
preconceptions, behavioral expectations, and stereotypes, all of which 
influence the way users understand, respond to, and act in the new domain. 
This study investigates the reception of electronic texts and related 
services (such as full-text searching, linguistic computing, and the cre- 
ation and encoding of electronic texts) in libraries, in terms of the meta- 
phors and mental schemas that are used to describe and think about them. 
This approach promises to uncover the implicit assumptions and forgot- 
ten connotations that underlie the responses to electronic texts by both 
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patrons and librarians. Our premise is that new library services, such as 
electronic text centers, will be conceptualized in terms of old and familiar 
services, and that these metaphorical constructs will have an important 
influence on the way services are designed and used, thus affecting their 
success or failure. 
SITEOF THE STUDY 
The site of the study was the Library Electronic Text Resource Service 
(LETRS) in the Research Collections of Indiana University Library in 
Bloomington, Indiana. LETRS was opened in September 1992 to provide 
faculty and students with access to electronic editions of scholarly texts in 
the humanities and to offer specialized assistance in the creation of such 
texts and their manipulation for the purpose of linguistic analysis. 
LETRS consists of a small comfortably furnished space surrounded 
by office-divider walls and located on the first floor of the main library at 
Indiana University (Bloomington campus), between the reference desk 
and circulation desk. In addition to numerous scholarly electronic texts 
in the humanities-such as the Complete Works of Jane Austen and the al-
Qur’an Databasethe facility houses various computer software tools of 
use to humanities scholars-bibliographic management software: software 
for creating concordances; and other tools for text analysis, markup, and 
retrieval. These materials are mounted in various combinations on sev- 
eral high-end desktop computers. When this study was done in 1994, two 
co-directors managed LETRS-one who reported to University Comput- 
ing Services and the other a librarian who reported to the reference de- 
partment. This configuration was designed to ensure that both the neces- 
sary subject expertise and technical (hardware-related) knowledge would 
be available (see Day, 1994). A team of graduate assistants drawn from 
humanities disciplines, whose job was to provide extensive support and 
instruction for users, staffed the office. 
METHODOLOGY 
The study of LETRS was carried out over a period of several weeks in 
Fall 1994 using methods of participant-observation borrowed from ethno- 
graphic field work. We visited the facility on several occasions to observe 
the interactions of staff and patrons or to explore the resources in LETRS 
personally. We conducted open-ended interviews with a select group of 
people associated with LETRS. The co-directors, who were the designers 
of the system, and two of the four graduate assistants, working as LETRS 
consultants, represented the staff. Next, we talked to four LETRS users, 
including people we knew personally, some approached directly as they 
were using the facility, or people recommended by the LETRS staff. All 
were graduate students, university staff, or faculty in various humanities 
departments. Finally, using personal contacts, one non-user was located 
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who could be seen as a potential client of LETRS-a faculty member in 
the classics department. 
There was no attempt made to achieve a random sampling of the 
large number of people who used LETRS or the even larger number of 
humanists in the university who were potential users. The selection was 
driven primarily by convenience and time constraints. There are no claims 
that the findings are a statistically significant representation of the larger 
group. 
ANALYSISOPTIONS 
Several options are available to assure that qualitative results are reli- 
able and generalizable to other cases besides the ones studied. One such 
method is to subject the analysis to the scrutiny of members of the group 
being studied to see if they agree with the conclusions. A preliminary 
version of this article was shared with two of the study informants-the 
two co-directors of LETRS-and both were largely in agreement with the 
analysis. A second approach is to compare the results with data available 
from other sources. In the presentation of the study results below, refer- 
ence will he made to the few published studies that also describe meta- 
phorical constructs in relation to libraries. Finally, information obtained 
from even a small non-random sample of informants may he heuristically 
valuable as data to be tested in further studies. 
In the interviews, the goal was simply to get informants talking about 
LETRS and the electronic texts and services provided there. Whereas a 
traditional quantitative survey might reveal that a certain percentage of 
users feel that electronic texts are easy to use ‘‘n”percent of the time, the 
ethnographic approach has the potential to discover why these attitudes 
exist, and how they are connected to broader networks of cognitive 
schemas, patterns, and assumptions. Since schemas are usually implicit, 
direct questioning will not reveal them. Using open-ended non-directive 
questions, we hoped to uncover the metaphors and schemas that informed 
the informants’ thoughts on these subjects. The interviews took the form 
of conversations in which users were asked such open-ended questions as 
“How would you describe LETRS? What is it?” and “Who are the actual 
users of LETRS?” Once the informants started talking, they were allowed 
to talk as long as they wanted, asking further questions as appropriate 
(even if they were not on the initial list of questions to ask), and letting 
the talk go in whatever direction the speakers wanted. The conversations 
that emerged wcre noted and subjected to data coding and content analy- 
sis to retrieve the recurring metaphors and patterns that were used. 
RESUITS 
The profusion of metaphors that occurred in the conversations with 
LETRS staff and patrons was amazing in its richness and variety. In the 
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following pages, three of the most common sets of these metaphors will 
be presented and discussed. Each has potentially important implications 
for the success of this service and of similar electronic text centers in other 
libraries. 
The EGctronic Text as Book 
The most pervasive metaphor in the conversations was one that de- 
scribed LETRS as a library: “Despite what it looks like, this is a library 
facility, not a computing facility.” One of the co-directors described it as 
“a small enough library that it works like your library at home.” According 
to this metaphor, the staff and users of LETRS were analogous to librar- 
ians and scholars in an academic library (like the academic library that 
housed the facility), and the contents of LETRS were analogous to tradi- 
tional library books: “Basically the collection is no different from a library 
collection.” 
The existence of a common schema or folk model that sees a library 
as a physical space that stores books is evidenced by any number of unself- 
conscious pronouncements, including some in library and information 
science literature. For example, in the introduction to a special issue of 
Library Trends, Janice Kirkland (1989) wrote that “libraries, which used to 
be quiet places for people and books to come together, seem to be meta- 
morphosing into places for machines with all that machines require, and 
remain only secondarily places for books and people” (p. 385). Similarly, 
Barker et al. (1994) had no hesitation in defining a conventional library 
as “principally a storehouse for large collections of paper-based boob” (p. 
214). Danuta Nitecki’s (1993) analysis of communications to the Chronicle 
of Higher Education found that the most common conceptual model of a 
library held by university faculty or librarians was that of a location or 
storehouse. The centrality of the book in traditional operating proce- 
dures for libraries is apparent in, for example, the treatment that many 
libraries give to such nontraditional formats as cassette tapes. The library 
is geared toward storing and handling books-physical objects of a stan- 
dard siLe and shape. Cassettes do not fit this template so, to handle audio- 
cassettes, some libraries elaborately package these in such a way that they 
too are the size and shape of an average book. 
Since the folk cognitive model of a library is as a place that holds 
books, it is not surprising that many people in the study thought of elec- 
tronic texts in the library as another kind of book. In fact, the designers 
of electronic texts often chose the metaphor of a book as the basis for 
their end-user interfaces(Barker et al., 1994). However, while it may be 
conceptually useful to think of an electronic text on CD-ROM as a type of 
book, the analogy tends to obscure the real differences between them. In 
particular, it tends to mask the technological difficulties involved in mak- 
ing a CD-ROM text available to library users. According to the LETRS 
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co-directors and consultants, neither patrons nor librarians understood 
the complexities of getting electronic texts “up and running.” Thus, they 
said, library administrators had pushed for an open house for the facility 
before the staff felt ready to demonstrate the products. “It’s notjust plug 
and play,” they said. Lack of standardization, incompatible hardware plat- 
forms, and incompatible software interfaces make the task of actually US-
ing an electronic text extraordinarily difficult. 
Librarians and library users, who simply understand electronic texts 
as an analogical extension of traditional books, are encouraged by this 
schema to expect that the electronic products will be similarly easy to use. 
The metaphor foregrounds the ease of use of books and, by extension, of 
electronic texts, while losing sight of the less convenient aspects of the 
book-centered library. Books are not “plug and play” either-but famil-
iarity causes one to overlook the fact that even a book has to be cataloged, 
labeled, perhaps bound, and otherwise processed before it is accessible, 
or that it may not be on the shelf at the time one is looking for it. 
Competing Metaphors: A Placefor Play or Work? 
Many of the metaphors and associated scripts that occurred in con- 
versations with LETRS staff and users may be divided into two opposing 
categories of work and play. These categories correspond to the funda- 
mental cultural tendency, identified by Emile Durkheim (1995 [1912]), 
to treat things as either sacred or profane. In Western cultures, these cat- 
egories can be identified by similar paired labels such as the following 
descriptors: 
SACRED PROFANE 
work Play
adults children 
important trivial 
solemn joking 
ascetic pleasurable 
utilitarian frivolous 
The playground and workplace metaphors for LETRS will be discussed in 
turn below. It will become evident that each metaphorical category en- 
tails different and sometimes incompatible expectations of what the facil- 
ity contained, how staff and users should behave, the relationship between 
these groups, and expectations (or stereotypes) that one group held about 
the other. 
Play/Profane Realm 
One of the most common metaphors used to describe LETRS was 
that of a candy store: 
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“Tolinguists, this place is a candy shop.” 
“Users often don’t know what to expect. It’s totally new to most 
people. A gee whiz reaction is common: like a kid with a new toy. In 
some ways this is like working in a toy shop. I play with them myself.” 
If LETRS as a whole was a toy shop, then the computers themselves were 
toys, and the expected behavior of users was one of play, exploration, 
excitement, and enjoyment. One neophyte user extended the play meta- 
phor to the notion of LETRS as a swimming pool: “I plan to go in and 
play, because it would be fun,” she said. “I’d like to see a balance between 
helpful consultants and materials that will allow you to jump off the edge 
and swam around a bit.” However, her metaphor was based on the assump- 
tion that one would know how to swim, which would make “jumping off 
the edge” a pleasant experience. In contrast, another neophyte user 
employed the dark side of the same metaphor, in which he likened his 
less than satisfjmg experience in trying to learn new software packages to 
“being thrown into the water.”’ That is, he felt he was left alone to learn 
these new systems without help or preparation. 
These playground metaphors for LETRS carried associated assump- 
tions and stereotypes about the intended users and related scripts for how 
the LETRS staff were supposed to interact with them. Briefly, the users 
were depicted as behaving like excited children, with the implication that 
the staff‘s role was to teach and guide them. This implicit metaphor ap- 
pears again in the following quote from one of the directors, who was 
describing the ideal script of what would happen when a user entered the 
facility: 
Some humanists will see us and wander in; they see what’s there and 
wander in. Here there are consultants who are grad students in the 
humanities and a whole bunch of neat toys for them. It’s been called 
a candy shop for linguists. A consultant ambushes you, matches you 
up  with the right computer, holds your hand, and gets you really 
excited. 
The picture of the user in this description is that of someone who may be 
lost, who “wanders in,” a child attracted by “toys” or “candy,” who “gets 
excited.” The staff, in contrast, plays the role of adults who hold the child’s 
hand. 
Other metaphors may also be discerned in these words. The term 
“ambush” suggests an aggressive role for the LETRS staff and a passive 
one for the user. When we spent time in LETRS, there was an opportu- 
nity to observe this script in operation. Whenever anyone entered the 
LETRS space, the consultants would stop what they were doing and ask 
the patron what they were looking for. They then showed the person to 
the appropriate machine; accessed the required CD-ROM product, data- 
base, or software; and gave the patron a quick demonstration of how to 
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operate it. In doing so, they were following their job descriptions and 
LETRS policy. 
Consonant with these scripts, LETRS’s consultants described users as 
hesitant, needing encouragement, or as being attracted into the facility 
by curiosity: 
“People often stand hesitantly at the door.” 
“Most users are people who come in out of curiosity.” 
“People wander in and ask, ‘What’s this?’ ” 
Once again, these metaphors implicitly contain an image of the users as 
dependent and unsure of themselves-like children. 
Work/Sacred Realm 
In addition to being a place for play, LETRS was also described as a 
laboratory or workshop“a humanist’s wetbench” (a metaphor from chem- 
istry). This metaphor framed the facility as a place for serious work, filled 
with tools, not toys. 
Users were more likely than the staff to take this utilitarian tack. One 
explicitly called LETRS a tool. Another described it in terms of what it 
could do for her-i.e., as a personal assistant or secretary: “It has more to 
offer in terms of saving time and selecting out certain things you need. . . . It 
can help you meet deadlines.” In the laboratory metaphor, LETRS was 
seen as a place to experiment: “I noticed different computers with Sony 
monitors and Gama Universe, which handles Arabic, and became inter- 
ested. Sat down and used it to see how the fonts were, asked a little help 
to get the directory and files, and experimented a little.” 
CompetingMetaphors 
There were thus two conflicting metaphors for LETRS: one describ- 
ing it as a place for play, the other as a place for work.‘ Not surprisingly, 
the related scripts for expected behavior in this space also conflicted. The 
general script for behavior in a library is very similar to the one that ap- 
plies in churches, museums, art galleries, or concert halls-all use the 
underlying categorization of sacred space from which are barred such pro- 
fane items and behaviors as noise, food and drink, and boisterous behav- 
ior. A certain amount of physical discomfort-or, at least, a de-emphasis 
on comfort-is part of the schema for sacred space; thus the furnishings 
in these places usually tend toward the ascetic. LETRS, on the other hand, 
was carpeted and comfortably furnished (unlike the rest of the library 
right outside its door, which conformed to a standard institutional style). 
It was also noisy by library standards, particularly because of the multime- 
dia CD-ROM products. One informant explicitly commented on the clash 
of scripts that such noise represented: 
My visit at LETRS I Found a little bit irritating. We were doing an 
interview and someone else was calling up birdcalls, which I thought 
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”as rude. It interrupted our discussion. . . . The library is proverbi- 
ally a place where you should be quiet, and where librarians ask you 
to be quiet. It seemed funny to be in the position of a patron hoping 
the librarian would be quiet. 
LETRS was seen as different from the rest of the library. The meta- 
phor of a place apart, a sacred space, was common among the staff and 
designers. “As soon as you walk out that door, you’re in a different world,” 
said one co-director. “This facility is an island within which things may or 
may not work the same way as they do in the rest of the library or at UC3 
[University Computing Services] .” This model of a place apart not only 
existed on the cognitive plane, but also manifested itself in the furnish- 
ings and in the office walls and separate door. This provision had the 
pragmatic explanation that it was necessary to provide security for the 
expensive equipment inside, but it also inevitably conveyed the message 
that this was a special place, a place apart. 
According to the consultants, many people were unsure whether they 
could even enter the facility, being under the impression that it was a 
private office rather than a public space. One may discern another pair of 
potentially conflicting scripts here, On the one hand, the mission of LET= 
was to sell itself to potential users and attract as many of these people 
inside as possible. On the other hand, the group of appropriate potential 
users was a highly specific one. Care was taken to ensure that the comput- 
ers were not used for ordinary word processing or for reading e-mail, and 
it was necessary to explain to people that this facility was not like the other 
public computing clusters elsewhere in the library. As one user com- 
mented: “It’s specialized, not for everyone, but for people who want to do 
specific work.” 
According to one of the consultants, the designers had intended to 
create a space that looked and operated like a professional office such as 
a doctor’s office. He felt that a less businesslike atmosphere would be 
desirable: “What we need is Turkish tile work, something more artistic.” 
Currently, he felt: “It’s dull, it looks like a business office.” In other words, 
he favored the playful over the work frame for understanding this facility. 
The model of a sacred space carries with it the metaphors of users as 
strangers or neophytes, while the staff appear as teachers, guides, and 
initiators. In fact, one informant described himself explicitly as “a neo- 
phyte user.” The relevant script is one of providing initiation and guid- 
ance to the neophytes, while the computers and products kept in LETRS 
fill the role of sacred mysteries. This was the metaphor one faculty mem- 
ber-a nonuser of the facility-used to describe a colleague’s offer to teach 
him one of the electronic texts in LETRS: “He offered to initiate me into 
the Greek Thesaurus.” This informant described himself as relatively 
unskilled in the use of computers and as having been frustrated and un- 
successful in trying to teach himself new computer applications. “If I had 
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a friendly person guiding me for an hour, to get me past those first frustra- 
tions-some ‘Virgil and Dante,’ ” he said, he would have more success. 
“Virgil and Dante” is the metaphor of a personal spiritual guide who leads 
the newcomer from hell to paradise, from unfamiliarity with the new world 
of electronic texts to a state of expertise and comfort. It was an apt de- 
scription for the script that the LETRS designers had chosen for their 
operation. The LETRS consultants filled the role of Virgil to the user’s 
Dante. 
Dffmng Staff//CTserPerypdues 
The script favored by the LETRS staff to describe their relationship 
with the users was, however, subtly different from the Virgil-Dante meta- 
phor. The staff saw themselves as missionaries following an evangelistic 
script. Instead of merely waiting for neophytes to come to them, they 
actively sought out converts-“We’ve been proselytizing” is the metaphor 
they used frequently in their conversations with us-by means of work- 
shops, open house events, articles in campus newspapers, and personal 
contacts among their fellow students. One consultant was a particularly 
zealous missionary. “This is the direction of progress,” she said. “In the 
next decade, I can’t imagine how people will do without this in all fields. 
I’d like to see more texts in different fields: the social sciences, history.” 
As part of the evangelistic script, users-humanities scholars-were 
seen by some staff as being unaware of the benefits that electronic texts 
could offer them. “Very few literary or linguistic people are computer 
literate,” said one of the consultants. “We try to show the noncomputer 
users the value of our tools.” Another said: “They don’t know how com- 
puters can help them”; and according to another: “Somany people have 
never used anything but word processing.” In the “Virgil and Dante” 
metaphor that our faculty member used, the newcomer and the guide are 
on a nearly equal footing, In contrast, in the metaphor of missionaries 
and heathens or converts, the relationship is far from egalitarian. The 
missionary-here, the LETRS consultant-is in a superior, if not patroniz- 
ing, role with respect to the unenlightened user. 
In keeping with this evangelizing script, everyone at LETRS referred 
to their outstanding conversion story. This featured a retired librarian 
who was uncomfortable with computers but who was the biggest single 
user of LETRS at the time of the study. As one consultant commented: 
“He is an unexpected user: a self-confessed Luddite; retired from the li- 
brary partly because of the incoming computers; felt uncomfortable with 
them. He’s here every day, waiting when we open with a stack of cards.” 
“Luddite” is another metaphor that has gained a new lease on life 
with the contemporary revolution in personal computing and is now widely 
used to describe people who either are uncomfortable with computer tech- 
nology or feel threatened by the incursion of technology into their lives. 
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If the retired librarian described above referred to himself in these terms, 
LETRS staff were not hesitant to ascribe similar attitudes to humanist schol- 
ars. One of the accompaniments to the evangelizing script was that they 
shared a stereotype of their potential users as computerphobes: “A lot of 
people in the humanities are scared of computers,” we were told. “Hu-
manities computing has traditionally been used for quantitative analysis, 
which turned other humanists off. People who believe in Literature with 
a capital L are against quantitative analysis of texts, which they see as turn- 
ing literature into a social science.” 
This assumption would appear to be a reasonable one, as research 
suggests that humanist scholars indeed use computers less than scholars 
in the sciences or social sciences (Champion, 1983; Wiberley &Jones, 
1989, 1994). However, as with other schemas, this one can be a mental 
shortcut that cuts too many corners. That is, in some cases, the designa- 
tion “computerphobe” was applied inappropriately. For example, both 
consultants explicitly described one of the users we interviewed as a 
computerphobe. However, the interview with him revealed quite the op- 
posite-i.e., although he personally did not use computers much besides 
word processing (he had his secretary print out his e-mail for him), he was 
a strong advocate for the usefulness of computers in his field of linguis- 
tics. He had research assistants creating and using linguistic databases, 
and he required his students to do assignments using the specialized text 
analysis software in LETRS. Far from being a computerphobe, he was a 
computer fan, albeit for the time being, a nonuser of the electronic text 
center. 
CONCLUSION 
Some of the findings from this study are most applicable to the field 
site itself-that is, they are specific to the LETRS center at Indiana Uni- 
versity. However, the implicit attitudes, expressed in the metaphors used 
by both staff and users toward computers in libraries and to electronic 
texts in particular, seem potentially applicable to other academic libraries 
and indeed to all libraries. Consultants in university library computing 
facilities are typically students. The subject expertise required to work in 
an electronic text center, involving multilingual texts and linguistic com- 
puting, is usually found among graduate students without library train- 
ing. In the wider context, librarians today, whether professional or para- 
professional, were by and large trained before the advent of full-text com- 
puter applications in libraries. Patrons in other universities (especially 
those less well-endowed or placing less emphasis on library automation) 
will be at least as inexperienced in the use of computers for literary and 
linguistic research of the type supported by LETRS. This situation will be 
even more true of public libraries, which are less likely to be in the van- 
guard in the use of technology. Even though this situation will not remain 
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static, the metaphor of an electronic text as a book will influence expecta- 
tions of librarians, staff experts, and library patrons wherever they may 
be. The clash of sacred and profane metaphors that computer use en- 
courages-e.g., framing the library as a playground and also as a place for 
work-is likely to be an issue in any academic library. 
Perhaps the most far-reaching finding of this study, one which goes 
beyond computer-related issues, is the difference in expectations between 
librarians and staff on the one hand and patrons on the other. At LETRS, 
the users and potential users favored scripts in which the user was central 
and the LETKS staff filled the role of assistants or guides. The staff and 
designers, on the other hand, favored scripts that emphasized their active 
roles as salespeople, teachers, or missionaries; in these scripts, the users 
played a subordinate role as relatively unskilled, immature, passive, and 
in need of help. This incompatibility between what users expect of library 
staff and how staff view themselves in relation to users produces perhaps 
the oldest pair of competing metaphors in the field. 
The significance of case studies such as ours is in offering a means by 
which these differing expectations may be elicited. Individual metaphors, 
scripts, and schema, as mental shortcuts, may be quite specific to the 
mind that employs them. However, within a contextualized case study, or 
across a number of such studies, categories of meaning may cluster to 
provide sufficient explanatory power to resolve conflicting expectations 
in the design and use of library services. 
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NOTES 
’More genrrally, metaphors to water are often used to refer to the “information stream” 
that librarians and their patrons must cope with-e.g., in the popular metaphor of “surf- 
ing the Internet.” Communication is often described in terms of a conduit metaphor, 
in which the content of communication is akin to water (Krippendorff, 1993, p. 8) .  
‘One need not assume that the work and play scripts must necessarily he in conflict. For 
example, Joac-him Knuf (199.5) argues that computers and computer softwarc create a 
blending of the characteristics of work and play 
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Small World Lives: Implications 
for the Public Library 
VICTORIA AND EI,FREDAEM PF.NDLF.TON . CHATMAN 
ABSTR4CT 
THISARTICLE: .-DRESSES WAYS is WHICH information professionals might re- 
examine the world of information from small world perspectives. Infor- 
mation behavior in small world lives has been little touched on in the 
literature. However, issues raised in this discussion should lead to further 
considerations regarding this phenomenon. The approach to this subject 
is not intended lo provide practical hints for information system design or 
the delivery of information into these environments. It is anticipated that 
others who are more gifted in these matters will make use of this research 
in more practical dimensions. Four concepts are used to develop a con-
ceptual scheme in which to examine small world lives-i.e., social norms, 
world view, social types, and information behavior. The authors make 
extensive use of ethnographic inquiries to illustrate how qualitative meth- 
odology can be used to examine the information worlds of ordinary people. 
Findings suggest that qualitative methodolo<gy is a rich and fruitful ap- 
proach to the investigation of social worlds that fall outside the traditional 
environment of public library use. The contribution that this article adds 
to the field is to revisit the role of the public library in responding to 
factors that constitute information behaviors. 
INTRODUCTION 
Every research project begins with the most basic question that can 
be asked about how people look at their world. The social meanings that 
define the contextual basis for public behavior, including information 
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behavior, were chosen to be examined. It seemed reasonable to start with 
an examination of how a cultural world establishes standards for informa- 
tion-seeking behaviors. There is minimal research regarding the social 
milieu of ordinary people. It is also difficult, if not impossible, to respond 
to information needs if we do not have a clear understanding of the situ- 
ations that generated those needs. 
What is proposed is a conceptual scheme as one way to approach an 
examination of small world lives. The development of this scheme will be 
shown through analysis of qualitative research. Finally, it is reiterated that 
this discussion is not a practical guide that could lead to solutions to the 
issues that are raised. The importance of colleagues who can make some- 
thing real in response to the needs of individuals is minimized. This dis- 
cussion tends to fall into that category in which conceptualization leading 
to interesting questions also has aviable place in the literature. The argu- 
ment is that both types of scholarship can add immeasurably to under- 
standing information need, use, and seeking behavior. 
CONCEPTUAL FOR SWL WORLDSCHEME L m s  
It should be stated at the outset that these authors do not think that 
lives lived in a small world are unimportant lives. In fact, there is a strong 
belief that, by examining people who share a similar social and cultural 
space, some generalized statements about the larger society can be made. 
What is meant by the term “small world lives” is lives that are played out 
on a small stage. The everyday reality of such lives is characterized by 
commonness or routineness. The small world lacks sweeping surprises or 
catastrophic problems, at least as these are commonly defined. One con- 
ducts the business of living in such an uneventful way that few aspects are 
worth important discussion. 
Most of the occurrences in these “small worlds” are predictable. Much 
of the information that holds this world together is appropriate, legitimate, 
and has a rightful place in the general scheme of things. Even the activity of 
information seeking can be viewed as normative-i.e., one looks at the world 
at large with some degree of interest. However, most of the information 
produced outside the small world has little lasting value. One might, for 
instance, make use of some tidbit for casual conversation with a neighbor or 
friend. The purpose might be to simply measure the overall soundness of the 
world “out there.” On the other hand, the information might simply be used 
as a source of entertainment. Patrick Wilson (1983)notes that: 
the attitude is different in light arid uninvolved world watching. It is 
not that truth and falsity are irrelevant but that the question of truth 
and falsity is not worth pressing.. ..It does not really matter. 
One engages in light world watching for entertainment. News is 
often entertaining, and we do not even demand verisimilitude as we 
would if we were reading fiction. (pp. 142-43) 
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One can look at the “small worldness” in light of its context. A Place 
on the Corner by Anderson (19’78)is a monograph that is rich in the con- 
textual stuff of life. The author sought to discover how people in the 
small world ofa corner bar use everyday social exchanges to define them- 
selves and others. He found that social control is a factor in shaping one’s 
view of oneself. What is important to us is the author’s observation of 
information. Anderson found that information was an active agent in this 
control process as well as in the establishment of values-i.e., those who 
understood the value system of Jelly’s Bar were viewed as “insiders” or 
“regulars,” and those who exhibited different expressions were seen as 
“outsiders.” 
Because it is difficult to discuss small world lives outside of their con- 
text, the following concepts must be viewed in light of their contextual 
meaning. To this end, we introduce the following terms: “social norms,” 
“world view,” “social types,” and “information behavior.” 
Social Norms 
There is a long history of qualitative research to support the position 
that social norms play a role in the acceptance or avoidance of informa- 
tion. Although the earlier researchers did not specifically address the 
role of information in shaping collective behavior, they implied it. For 
example, thc manner as well as the degree of compliance to the group 
was conveyed through the communication of information. Tonnies (1957) 
refers to this process as the formulation of “group life.” He states that 
“without regularity in the behavior of individuals there could be no group 
life” (p. 8).  
To understand the effect of social norms on behavior is to under- 
stand a social world in which social action is seen as normative, routin- 
ized, and easily recognized as fitting within a system of shared meanings. 
We should mention that behaviors of social world insiders often seem 
meaningless to outsiders because they do not readily understand this very 
personalized codified system. Jack Douglas (1970), author of Understand-
ing Everyday Lfe, refers to this process as a way in which insiders examine 
the relevance of social meaning. It is, he adds, a necessary process for 
researchers to understand if they hope to grasp a life-world different from 
their own. 
Angulo ( 1990) illustrated social norms in an insightful ethnographic 
study titled Indians in Overalls. In it he examined the Pit River Indians in 
Maca, California. He chose to study this particular tribe because he be- 
lieved that they were the most primitive of the tribes still existing in Cali- 
fornia. He observed that they were ‘tjust about at the level of the Stone 
Age in culture” (p. 8). Angulo wondered why the Pit River Indians chose 
to continue living in such primitive conditions. 
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On the other hand, the Pit River Indians wondered why the white 
men all seemed to be homeless, wandering from place to place. They 
were trying to understand the notion ofwhite men in light of their under- 
standing of what “a people” means. That is, for the Pit River Indians, the 
critical question was, How do white people define themselves as a people? 
Angulo (1990) had a key informant whom he called “Wild Bill.” Ac- 
tually, he called all the Indians “wild.” For example, there was Wild Tom, 
Wild Joe, and so on. When the author asked Wild Bill the name of his 
tribe, Wild Bill responded that the word is “people” and people “is” (p. 
71). This, he strongly emphasized, was a word that applied only to Pit 
River Indians, not to whites. Below is an exchange between Angulo and 
Wild Bill: 
Angulo: [“Listen ,Bill. How do you say ‘people’?”] 
Wild Bill: [“Idon’t know. . just is, I guess.”] 
Angulo: [“I thought that meant ‘Indian.”’] 
Wild Bill: [“Say. . . .Ain’t we people?!”] 
Angulo: [“So are the whites!”] 
Wild Bill: [“Like hell they are! We call inillaaduw: ‘tramps,’ nothing 
but tramps. They don’t believe anything is alive. They are dead 
themselves. I don’t call that ‘people.”’] (pp. 71-72) 
What we have in this exchange is a small world in which the term 
“people” is defined by social norms. Both groups view themselves as be- 
ing people but from totally different world views. As this example illus- 
trates, it is difficult to understand another’s world without an apprecia- 
tion for the norms that govern that world. The conclusion that Angulo 
drew from his experiences is that he was never able to enter the Indians’ 
world. It is suspected that a reason why he could not enter their world is 
that he never grasped their sense of the meaning of things. What mat- 
tered was how the Pit River Indians defined their lives. It really did not 
matter how others defined them. 
This examination thus far suggests the following relationship between 
social norms and information behavior. Information, like public behav- 
ior, is shaped by the contextual others who define what is acceptable within 
a social world. The act of seeking information occurs because an 
individual’s concerns reflect problematic situations that are shared by 
members of a homogeneous social milieu. Within this context, informa- 
tion enters through channels deemed appropriate thereby adding to the 
relevance of the information. Social norms, then, are the sine qua non by 
which sources are either sought or ignored. 
An understanding of social norms in information behavior research 
is essential for an appreciation of the information need, seeking, and shar- 
ing. In support of this argument, Schultz and Luckmann (1973) observe 
the following interrelation between social norms and a person’s decision 
to search for information: “[Mly life-world is not my private world, but 
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rather, is intersubjective; the fundamental structure of its reality is that it 
i3 shared by others” (p. 4). The sharing of this reality is what constitutes a 
social norm. 
World View 
Simply stated, a world view is a comprehensive philosophy that shapes 
a body of beliefs about human life. It is a system of shared experiences 
that provides an outlook or point of view. 11 serves as a measure to gauge 
one’s role, position, status, etc., within a network of similar others and to 
assess the relevance of events, people, happenings, and so on, in the larger 
social world. 
The importance of things (including inf‘ormation) is an essential corn 
cept in understanding a world view. For example, Wilson (1983) notes 
that: 
the basic facts about .. .perspectire are these: what you can see, what 
will appear in your Geld of vision, depends on where you are and in 
what direction you are looking. . . .The closer we are to some fea- 
tures of social life, the bigger it seenis to us-bigger in the sense of 
importance, salience, significance, bigger in the sense that it occu- 
pies a larger share of attention, effort, interest, reflection. (p. 4) 
What the above quote suggests is I~~eltansclanuung,or a pnrticular way 
of looking at the world. In other words, world view is an outlook on life in 
which mores, norms, and values dominate social action. It is the “concep- 
tual field of vision” that drives the standards by which appropriate behav- 
ior is judged. For most, if not all, populations, Weltanschauung is sus- 
tained by a collective vision that “outsiders” are to be treated with suspi- 
cion. The ultimate value of world view, then, is to aid in the production of 
common customs, language, and lived experiences. One facet of lived 
experience is how information is sought and used, or even how informa- 
tion is allowed to be expressed. 
A fuller description of Jelly’s Bar will illustrate this point. Anderson 
(1978) observes that the bar is a combination of liquor store and bar lo-
cated in an urban area inhabited by the poor. He observes that Jelly’s is 
surrounded by signs of urban decay, and that the residents of this area 
would be surprised if the city took an active interest in trying to better 
their condition. Quoting Anderson, the author comments: 
But oncr inside Jelly’s people don’t have to be concerned with the 
conditions olitside. They become involved as soon as they meet oth- 
ers on the corner, or as soon as they walk through Jelly’s door. Some- 
body is waiting at least to acknowledge their presence, if not to greet 
them warmly. They come here “to see what’s happenin”-to keep 
up on the imfior~nntnews. They meet their “runnin’ buddies” here, 
and sometimes they commune with others. Inside.. .they joke, ar-
gue, fight, and laugh, as issuesquickly rise and fall. . . .It is time-in for 
sharing one’sjoys, hopes, dreams, troubles, fears, and past triumphs, 
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which are all here and now to be taken up repeatedly with peers 
whose thoughts about them really matter [emphasis not in original]. 
(p. 3) 
What this example shows is thatQelly’s is a small world with its own 
social system of rewards, friendships, and points of view. The idea that 
persons who frequent the bar also use it as a source of relevant informa- 
tion is not surprising. Anderson also reports that the men accepted infor- 
mation from each other because they trusted one another to be truthful. 
That is, the men held a common view that Jelly’s offered a haven in which 
one could express oneself among equals and, for the most part, be given 
a reliable response. On the other hand, the world outside of Jelly’s per- 
ceived them simply as drunks. The sense that the world at large had no 
serious regard for them influenced their approach to this world and the 
information generated in it. It was simply not important to them. 
The merit that we find in the concept “world view” is that it allows for 
an interrelated system of ideas. In Jelly’s bar, such a system influenced 
members’ acceptance of certain information (mainly that which came from 
other “insiders”) and rejection of others (information that was produced 
outside the bar). 
This example confirms the world view concept. The small worldness 
of the setting caused people to look at the world in a certain way and to 
exhibit public behavior that conformed to this view. Goffman (1959) re-
fers to this phenomenon as backstage language of behavior: 
throughout Western society there tends to be one informal or back- 
stage language of behavior, and another language of behavior for 
occasions when a performance is being presented. The backstage 
language consists of reciprocal first-naming, cooperative decision- 
making, profanity, open sexual remarks, elaborate griping, smoking, 
rough informal dress, “sloppy” sitting and standing posture, use of 
dialect or substandard speech . . . . (p. 128) 
What Goffman’s observation contributes to this discussion is the rela- 
tionship between world view and the sense of belonging. It helps to ex- 
plain how a world view conditions the parameters by which a life-world is 
defined. 
Social Types 
The concept of social types is not new to studies of human behavior. 
It was eloquently introduced in the social science literature with Weber’s 
(Mommsen, 1986) description of ideal types. In essence, an ideal type is a 
social construct that serves as a measuring device to compare public be- 
havior. An ideal type indicates broad but typical social actions. Like all 
concepts, social types are not intended to convey an actual person but the 
culmination of exhibited behavior that forms a specific perspective. For 
example, we can say that “nurse,” “teacher,” “drunk,” “saint,” or even “li- 
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brarian” are all social types. M7e would be hard pressed if asked to pro- 
duce i.he “nurse.” What social types allow us to do, however, is create 
assumptions about public conduct and social conditions. When linked 
together, these are used to classify people along a continuum from ac- 
cepted members of one’s world, to persons viewed as having no or mini- 
mal merit in that world, to persons viewed even as irrelevant to one’s world. 
Social types provide a commonsense system in which to create a ty- 
pology of persons. In the process of creating typological distinctions, 
members of a small world have a sensible clue to the ways in which to 
behave, converse, and share information. This phenomenon is supported 
by Raymond Aron’s (1988) observation that “social reality is made up of 
experiences undergone by the consciousness of all” (p. 17). 
Before demonstrating the effect of social types on information be- 
havior, we need to introduce another factor, namely the role that social 
condition plays in establishing social types. To this end, we turn to the 
famous theory developed by Thomas and Thomas (1928) called the “defi- 
nition of the situation.” In a thoughtful analysis of this theory, Volkart 
(1968) stated: 
at the group level, the definitions of situations are contained in norms, 
codes, and laws. That is, all groups have standards of how individu- 
als should or should not behave in life situations, and, at this level, 
much misunderstanding, confusion, and conflict result from the fact 
that different groups and subgroup have different definitions of 
the situation. (p. 3 )  
Another way to look at the definition of the situation is supplied by Volkart 
(1968) who observes that “human actions can make sense to us only if we 
become aware that all meanings come to be constructed by definitions 
through which the prism of the mind orders perceptual experience” (p. 
3). Moreover, “apart from sheer reflex, human action is preceded by this 
process of defining the situation, and even though the basis of the action 
is subjective, the results are not” (p. 3 ) .  In Thomas and Thomas’s (1928) 
words, “if men define situations as real they are real in their consequences” 
(p. 572). 
The relationship then between the definition of the situation and 
social types is the ability of character attributes to cluster into a categori-
cal scheme. This scheme is generated by the situation which members of 
a small world have defined as most immediate, real, and necessary for 
their well-being. And once a “Vietnamese becomes a ‘gook’ or a Black a 
‘nigger’ or aJew a ‘kike’”(Coser, 1977, p. 521), that person becomes the 
ultimate outsider and the consequences to the well-being of the person 
are predictable. On a related note, in the library profession, we identifjl 
members of our public as “users” and “nonusers.” By using these terms, 
some individuals are treated as insiders and others as outsiders. Once it is 
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recognized that categories are used in small world lives to distinguish per- 
sons, we can begin to understand how information is transmitted within 
that world. It stands to reason, of course, that information is most shared 
among persons who view themselves within a certain typology. Conse-
quently, it can also be predicted that the further removed one is from that 
category, the greater the division in sharing of information. 
For example, in a study of women at a maximum-security prison, 
Chatman (1997) discovered that certain inmates were being typecast by 
other inmates. Moreover, the manner in which they were viewed influ- 
enced their information behaviors. In this facility, there were several so-
cial types assigned to the prisoners. As can be imagined, within the nar- 
row space of a prison, it is relatively easy to observe the phenomenon of 
typecasting. The two social types that will be examined for our discussion 
here are the bitch guard and the brides. 
Bitch Guards. The officers or guards are always close by to watch the 
inmates and enforce the rules. They often become a source of informa- 
tion for the prisoners, especially those who are first timers and or recently 
incarcerated. Some guards are looked upon as helpful and others, the 
bitch guards, are avoided. Not surprising, there is an enormous degree of 
hostility between the inmates and the bitch guards. Since the guards have 
the power to discipline the inmates, most are viewed as potentially dan- 
gerous. However, the bitch guards are especially disliked for their demor- 
alizing attitude toward prisoners and their ability to provide favors to se- 
lected inmates at the expense of others. For example, prisoners perceive 
these guards as showing extreme unwillingness to share information that 
could help them understand various rules. This information is important 
because understanding the rules can mean avoiding punishment, earn- 
ing earlier release time, getting desirable work assignments, and even wear- 
ing a certain color of uniform. There are five colors of uniforms at this 
prison: blue for long-termers; brown for the newest inmates; green for 
minimal security prisoners; and white for cafeteria, hospital, dental jobs, 
and cosmetology. Yellow is for prisoners on death row (there are cur- 
rently four women on death row, but they are not allowed to mix with the 
general population and the author never met them). 
The inmates believe the bitch guards create rules to exhibit their power 
over prisoners. The following example will illustrate this point: 
Sometimes the rules don’t make sense. Ninety percent of what the 
bitch tells us is outside the real rules. You can get three warnings on 
three different things, but it ain’t the same as breaking the rules. 
Like the bitch could basically send you to lock-up, whenever: ’cause 
they say your “name is in the blue b o o r  when it really ain’t. So they 
bend the official rules to send you to lock-up. 
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The prisoners fear lockup. It takes away parole time, is isolating and, 
according to this respondent, is not very clean. She shared an incident 
that appears too trivial to have merited such severe punishment. In her 
case, it was exchanging a few angry words with another prisoner. 
Another cxample to support the perception that bitch guards create 
situations for punishment even when some incidents are not punishable 
by the rules: 
Guards have no compassion. But there is one or two I really dislike. 
But most haw real had dispositions. You are treated like a dog somc- 
times. l‘his one bitch gave nie the top of an ink pen and said to go 
clean the shower. I gave it back t o  her and said yo11 do it yourself. 
She gaw me 10 days lockiip for that. Roaches is really horrible in 
lockup. 
Because the bitch guards are typified as extremely brutal and hor- 
rific, prisoners avoid encounters with them at every chance and opportu- 
nity. Even if they had information that could be potentially helpful to the 
inmates, the inforination itself would be suspected. 
Brides. The final example is the social type brides. Brides are inmates 
who are new to prison life. These are young women who need closure on 
sentencing, orientation to standard procedures, introduction to person- 
nel, and so on, before being allowed to mingle with the prison popula- 
tion. This process is called the reception. It is also a time when inmates 
who are assisting in this activity or who hang out near the reception area 
can evaluate the women as potential brides. 
While these women are in reception, which can be anywhere from a 
week to a month, new inmates stay together as a group. They live to- 
gether in the same dorm. They are not allowed any privileges, such as 
calls or going to the snack machine on the grounds. They are unassigned 
to any permanent residence, and they have no job to perform until their 
processing is done. They wear brown dresses, which informs everyone 
that these are new people. 
So the studs (another social type) keep an eve on the women. They 
notice potential brides who come into reception wearing nice shoes and 
jewelry. When these newcomers enter the general population, thc more 
aggressive prisoners will approach them. As one respondent shared, they 
tell the young women, “1’11 take care of you. I will do what is needed to 
help you. I will keep you protected. You become my woman and you will 
have nothing to worry about.” 
h4any of the young women, who would usually lead heterosexual lives, 
will become brides. Once the relationship is established, they exhibit all 
the attributes of a young wife. They run errands for their “husbands,” 
wear dresses, let their hair grow, and allow themselves to enter into a mar- 
riage arrangement. 
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The effect of assuming the role of bride on an inmate’s behavior is 
obvious. Useful information enters her world at the discretion of her 
“husband.” Other prisoners approach her and share tidbits with her be- 
cause she is the bride of so-and-so. If she becomes the bride of a prisoner 
with some status, her information becomes that much richer. Other pris- 
oners will approach the bride to request a meeting with her “husband,” 
“boyfriend,” or “old man,” or they convey a message and tell the bride to 
make sure that her mate receives it. In other words, the bride becomes an 
additional channel of information. Her role is not to use or apply what- 
ever information is presented for personal gain but to pass it along to the 
“important member” of this relationship. What results is the brutalization 
of the socialization processes that incarcerates the information world of a 
young inmate. 
Information Behavior 
In an earlier article titled, “Knowledge Gap, Information-Seeking and 
the Poor” (1995),these authors attempted an explanation of the concept 
of information behavior. At that time, it was argued that, to understand 
information-seeking behaviors, it was necessary to take a step back in or- 
der to address “knowledge-gap’’ research. It was felt that this conceptual 
discussion held some important clues to understanding information in a 
small world. Although the discussion was based on observations of poor 
people, it is believed that the conclusions are generalizable to any “small 
world” situation. 
At that time, we wrote that most knowledge gap research has several 
models to explain how people acquire and use information. It was found 
useful to approach information in terms of first- and second-level knowl- 
edge. It is contended that second-level knowledge is that which informs 
us about the world at large. Not only do the sources of information origi- 
nate outside the small world of group members, but the information itself 
is unfamiliar and foreign. For the sake of this article, therefore, there is 
no critical interest in how information is created by outsiders. What is of 
greatest interest is how, if ever, that information enters into a small world. 
There is also interest in discovering when that information becomes a 
useful item in an information environment. 
It is known that information of the first kind, or first-level knowledge, 
is most important to small world lives. A reason for this, it was concluded, 
is that “first-level knowledge is knowledge of things. . . .These things are 
readily accessible and sources have immediate verifiability. We simply check 
it out for ourselves or ask others until a collective assessment of the situa- 
tion satisfies us” (Chatman & Pendleton, 1995, p. 143). 
Some time later, a serious reassessment was begun of the use of infor-
mation-seeking behaviors. It was thought that this concept did not quite 
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explain why some members of a small world refused to accept, and others 
simply ignored, information that was intended to meet their information 
needs. It is known that, for many members of a social milieu, informa- 
tion seeking is a very active routine part of their lives. However, we have 
had enough experience with the real world to know that a fair number of 
people choose not to be informed or to remain uninformed about the 
things that the larger social world deems important. 
In searching for a word to explain this phenomenon, it was decided 
that “information behavior” served the purpose. It was believed that the 
choice of this term more adequately explains what really happens in the 
information lives of people. On the other hand, “information seeking” is 
a process that results from the recognition that a problem exists and that 
a search is necessary. 
One of the greatest challenges is to better understand how informa- 
tion behavior works within a social system. There was also curiosity about 
how members of these systems solve problems. It does not matter how 
these problems are being defined. What was necessary to know is how 
members of a small world deal with them before they become expressed. 
It is known that, once the expression occurs, the seeking process is likely 
to follow. The missing component in this understanding of information 
and social lives is the impact of social types, norms, and world view on 
everyday information. It is known that social types are the frames by which 
normative behavior is measured; it can be extremely helpful to know who 
those persons are. Whether viewed as positive or as dysfunctional types, 
their opinions influence collective reality. 
The contribution that this discussion makes to studies of information 
is to introduce these concepts and to suggest that further theoretical dis- 
cussions in light of public library use would make an attractive addition to 
the literature. Social norms are sacred standards driven by social types 
that verify and legitimize the appropriateness of public behavior and in- 
formation-seeking strategies. It would be useful if there were empirical 
support, which would allow for better ways to classify information in light 
of social types. As indicated earlier, the conceptual scheme is potentially 
fruitful because it speaks more to information behavior concerns rather 
than information-seeking processes. This scheme makes it possible to 
examine any social reality t.hat is played out on a small stage. Moreover, 
findings from this examination of small life worlds contain essential rami- 
fications to ways in which people view themselves, are defined by others, 
and the effect that this process has on the use or avoidance of informa- 
tion. If it could be maximized regarding what information behavior tells 
us about the lives of ordinary people, then this would be something that is 
really significant. It is believed that a theoretical basis for examining in- 
formation in everyday situations has been presented. The application of 
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our conceptual framework should provide essential clues to ways in which 
information is supported or denied by members of a cultural group. 
QUALITATIVE RESEARCH BEHAVIORAND INFORMATION 
The approach that was employed here is a qualitative methodology 
that is rooted in ethnography. Unfortunately, qualitative researchers have 
tended to be labeled as “soft” researchers who employ a method that is 
sadly in need of scholarly rigor. In these authors’ opinion, this is not 
necessarily the case. 
The main objective of qualitative research as, indeed, of quantitative 
methodology, is to make a considerable effort to address issues of reliabil- 
ity and validity. Although there are different ways in which the two meth- 
ods address these issues, qualitative researchers do not or should not avoid 
them. For example, reliability is the degree to which observations are re- 
ported as consistent with some phenomena during the time the researcher 
is in the field. In Wake Up Dead Man: Afro-American Worksongs, Jackson 
(1972) wanted to discover the role that songs played in assisting work 
activities of black inmates in the Texas Department of Corrections. A 
more fundamental question driving his work, however, was to discover if 
these songs were created specifically for that particular context (prison) 
or if they existed outside prison and were transported there by the prison- 
ers. He found that, “with a few exceptions, these songs do not exist in the 
outsidc world” (p. xvi). How did he know that he had a reliable finding? 
He listened to the nature of the songs and observed that “the subject, 
always has to do with making it in Hell . . . they are sung outdoors . . .in 
daylight only.” But, he also records, that it is “darkness or absence or 
lostness or vacancy or deprivation that they are about” (p. xvi). A second 
strategy he employed was to make repeated visits to the work camps in 
order to establish sufficient rapport which would allow for the prisoners 
to explain more fully the nature of the songs. Jackson also interviewed 
men who had been released and asked if they ever sang those songs once 
free. He notes “the men who sing these songs in prison do not care to 
carry them outside when they are released” (p. xvi) .Finally, he looked in 
several folklore collections to see if the songs appeared there. Not find- 
ing them, he concludes that the prison work songs existed in a specific 
place at a “specific time, sung by specific people for whom they have spe- 
cific meanings and functions” (p. xvii) . 
The other major issue is validity. As the example above demonstrates, 
findings might be relzable (consistent with observations) but not valid. Va-
lidity is defined as the degree to which a researcher has a true or honest 
picture of the phenomenon being studied. There are several ways to test 
the validity of data. For the sake of this article, however, one strategy will 
be concentrated on, namely, construct valzdity. Briefly, construct validity 
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occurs at the analysis stage of research in which a phenomenon has mean- 
ing in light of the conceptual framework guiding the study. In the case at 
hand, a conceptual framework consisting of’ four concepts was devised. 
For example, social norms can be examined in light of social change. The 
task then is to discover whether social norms as a concept make sense in 
light of empirical support. 
An illustration from such a study should prove this point. Susan Glenn 
(1990) wrote Unughtm of the Sk lp t l ,  a monograph pertaining to the work- 
ing life of Jewish immigrant daughters. In reading lives of immigrant 
daughters in the turn-of-the-century labor force, it was asked, Is there evi- 
dence that social norms influenced the behavior of those women and, if 
so, in what respects? It was discovered that the experiences the young 
women had as laborers were indeed profoundly influenced by their cul- 
tural arid social heritage. For example, the cultural and social world of 
the small neighborhood shops reinforced the norms governing the 
women’s approach to work. 
In those tiny, cramped, poorly ventilated quarters run by Jewish im- 
migrant contractors, “the girl” ., .kiiows whcther her “boss” is mak-
ing 01- losing money, and she redizes how her interests are regulated 
by his . . . . This situation contributed t o  rill atmosphere of inforrnal-
ity, even intimacy, in the shops. Here erervone, including the boss, 
addressed others on a first-name basis, knew most of the details of 
one anothers’ personal lives, and labored together almost as if they 
were a family. (p. 134) 
The informal atmosphere of this sniall world, readily accessible infor- 
mation about each member of that world, and a shared ethnic background 
created a stable environment in which Old World habits and social norms 
could flourish. As noted by the author, few rules governed shop life. “Hard 
work was expected, but any form of social behavior that encouraged it was 
usually tolerated. As a result, singing, talking, smoking, drinking, eating, 
and other ‘merry makings’ were a regular part of the routine in these 
shops” (Glenn, 1990, p. 135). Thus what is seen in this example is that 
social norm as a construct can shed light on a life-world that seems rea- 
sonable in light of its contextual factors. 
ETHNOGRAPHIC AND PATTERNSTHEMES 
There are several ways to group ethnographic data. Only a few of 
them will be described that seem most appropriate for the purposes of 
this discussion. These are contmtualfindings, co-as.Focintionccl,fnd~~a~s,and 
causal duta. 
<kmtexlualEi’ndarigs 
Contextual findings are observations made by the researcher to show 
the context, situation, or scheme in which people live, work, and play out 
their lives. These descriptions provide a sense of richness of the narrative 
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and give the reader a sense of “being there.” For example, Rose Cohen’s 
(1995) memories about life in a small Jewish workshop: 
When we had been in the shop about an hour a grey-bearded little old 
man used to come in lugging a big basket offood covered with black oil 
cloth. He was the shop pedlar. ...The men looked at him with pity 
and Atta [the finisher] at the sight of him sometimes began to sing 
“The Song of the Pedlar.” If the boss was not in the shop or the men 
were not very busy, one of’them would take the basket from the pedlar 
and place it on a chair in the middle of the room. Then each shop 
hand picked out a roll and the little old man poured him a tiny glass 
of brandy for two cents. Father used to buy me an apple and a sweet-
ened roll. We ate while we worked At noon we had our big meal. 
Then father would send me out for a half a pound of steak or a slice 
of beef liver and a pint of beer which he sometimes bought in part- 
nership with two or three other men. He used to broil the 
steak in the open coal fireplace where the presser heated his irons. (p.83) 
These descriptive findings can be used in a variety of ways. They 
serve the important purpose of providing a portrait of a small world. But 
one can also refine the description to include a larger social perspective. 
For example, the illustration above could be applied to work environments 
during the time of the Industrial Revolution to show how small shops 
differed from factory work environments. It could be used to compare 
various shops or to give even a smaller view of the world, such as the role 
of children as laborers in a small tailor shop. 
Co-ussocintionnlFindings 
Co-associational findings describe the association between a particular 
unit of analysis and context. A simple example from Karp’s (1973) study of 
customers in a pornographic bookstore will address the association between 
unconventional behaviors and hiding as a form of information control. As 
the author notes, “embarrassment.. .frequently occurs when hiding fails, when 
a person’s ‘presented’ self-image is publicly disconfirmed” (p.433). 
Karp reports several instances of men wanting anonymity in order to 
be viewed by others (in this case, strangers) as proper persons. One strat- 
e e  employed was the act of waiting before going into the pornographic 
bookstore. In the author’s judgment “such waiting behavior.. .serves the 
purpose of allowing the individual to check out the environment before 
entering the store” (p. 437). Another approach is the notion of “skip- 
ping.” Here the potential customer walks out of one store, may skip the 
next available one, and so on. “Skipping behavior would seem to function 
to allow one to get back into the crowd and to appear simply to be walking 
down the street” (p. 438). Karp’s conclusion provides a final example of 
the insight that co-associational data can bring to social reality: 
Hiding, in effect, lets us break certain rules without getting caught, 
thus preserving our social character.. ..What hiding allows us to do, 
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in sum, is to engage in unconventional behaviors without revealing 
ourselves as un-conventional persons. 
The link between hiding and anonymity is a straightforward one. 
The anonymous situation is one where persons are collectively hid- 
ing certain of their identities from one another ....It is, in this sense 
especially, that the collective venture of anonymity can be described 
as possessing a normative force. (p. 447) 
Causal Data 
Causal data are ways to observe patterned behavior. We suggest that 
they indicate the strength of relationship between twoor more concepts. 
They may also suggest “the nature and direction” of this relationship 
(Charmaz, 1983, p. 393). “Cats, Kicks, and Color” is a study by Harold 
Finestone (1957) of drug addiction in the early 1950s. Using a Chicago 
housing project for his research site, the author wanted to discover how 
social types are constructed. It also shows clearly the relationship that 
causal data bring to understanding how small worlds are created. For 
example, in addition to the discovery of social types, the author was also 
interested in discovering how appropriate attitudes were expressed in this 
culture, what values they adhered to, and in general what were their gen- 
eral outlooks on life. In this culture, “the cool cat” exemplified all that 
was of value, for a cool cat had the ability to “play it cool” in an unruffled 
manner when dealing with outsiders such as the police. 
As described by Finestone (1957),despite the location of his social 
world, the “cool cat” strictly eschewed the use of force or violence in achiev- 
ing his goals. Rather, hc achieved his goals: 
by indirection, relying ...on persuasion and on a repertoire of ma- 
nipulative techniqucs. To deal with a variety of challenging situa- 
tions, such as those arising out of his contacts with the police, with 
his past or potential victims, and with jilted “chicks,” etc., he used his 
wits and his conversational ability. To be able to confront such con- 
tingencies with adequacy and without resort to violence was to be 
“cool.” (pp. 3-4) 
What we see in this example, then, is a relationship between choice 
of role valued by the addicts, “the cool cat,” and values of the dominant 
social order. The latter assigns value not to persons who “hustle” for a 
living but to adult males who work. However, the “cool cat” does not value 
the work ethic. “The self-constraint required by work was construed as an 
unwarranted damper upon his love of spontaneity” (Finestone, 1957,p. 7). 
In a more telling statement, the author suggests that the real reason for 
the addict’s rejection of work was that his feeling of superiority would be 
challenged if he were to confront the world of work: 
in emphasizing as he does the importance of the “kick [getting high] 
the cat is attacking the value our society places upon planning for 
the future and the rrsponsibility of the individual for such planning. 
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Planning always requires some subordination and disciplining of 
present behavior in the interest of future rewards ....the “ k i c k  ap-
pears to be a logical culmination of this emphasis. (p. 7) 
With this example, this discussion can be concluded with the finding 
that qualitative research can be used as a method to explore patterns of 
collective behavior. We are convinced that linking individual behavior 
with what appears to be patterned routine activities will allow the applica- 
tion of conceptual schemes in order to anticipate normative behavior. 
The next section will continue this discussion by addressing the role of 
the public library in small world lives. 
THEPUBLIC IMPLICATIONS AND RESEARCHLIBRARY: FOR POLICY 
Many of the pockets of populations that surround a public library can 
be viewed as small worlds. Although often unknown to us, these tiny com- 
munities exhibit many dimensions that hold their world together. For 
example, cultural norms, common language, sense of location in the larger 
social order, perspective about the value of their world and, to some, the 
valueless impact of the world at large. From the review of the literature 
and studies that were conducted, it is known that certain persons within a 
small world play a critical role in sustaining the standards of that world. 
It is suggested that, as a profession, the prominent and often sole role 
that information-seeking behavior has played in explaining user behavior 
should be reconsidered. Based on the assessment of small world lives, an 
alternative model, namely “Information Behavior,” is suggested. This con- 
cept connotes a broader view of information in the lives of people. It 
seems that many members of a social world do not feel compelled to en- 
gage in information-seeking strategies. Yet they can still exhibit informa- 
tion behaviors. For example, they can assume a passive posture in which 
they receive information, do not act on it, or use it to add to their general 
stock of commonsense knowledge. Others may be active information gath- 
erers. For them the world is a large reservoir of facts and events that help 
to shape their world and, in the sharing of what they know, modify the 
world of others. We also know that, in a small world, there are people who 
avoid information, not because the information might not be useful, but 
because it currently has no place in their information supply. On the other 
hand, information might be helpful but inaccessible. Or the acquisition 
of the information, even if helpful, would cause more problems than the 
information is worth. It is also argued that, if a social world is functioning 
quite normally without new information, there is no sensible reason to 
browse outside sources for it. 
Additionally, it was found that the “world view” concept had a pro- 
found effect on the value attached to information-i.e., there was little 
conviction from the studies that were examined that information origi- 
nating in the outside world held much value to small world lives. From 
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our observations, it is suggested that we could increase our understanding 
of how situations determine information behavior by examining this phe- 
nomenon in its natural context. 
Another area that information professionals might consider is the 
influence of social typology on information behavior. We cannot emphasize 
enough the robustness that such an exarniiiation can bring to studies of 
information. This is a critical area in understanding everyday informa- 
tion. It appears up to now to have been ignored by researchers in public 
librarianship. However, experience has shown that classification of per-
sons can tell us much about the information world of ordinary people. 
For example. it is known that the way people seek advice depends on how 
a person has been typecast. In any community of people living on a small 
stage, information is flavored by the type of people who are allowed to 
seek and share it. We also know that the motivation to seek advice is 
related to the roles that one’s “type” is allowed to play in society. As was 
evident in the earlier sections of this article, the merit of’a type depends 
on the situation. 
What the larger society might view as “deviant behavior” might make 
for the most desirable social type. For example, in Bowery and Bohemia, 
Bunner (1894) identifies the “jackal” as the enviable social type. At the 
turn of the century in New York City, this was a particular type of gentle- 
man who enjoyed literature, fine dining, and shared a perspective with 
other gentlemen of bohemian subculture about outsiders. In essence, 
since the outsider was not a member of their social world, they became 
easy targets for theft. Theft, of course, was a means to keep the jackal in 
fine clothes, entree to the theatre, and so on. As described by Bunner 
(1894): 
Ajackal is a man generally of good address, arid capable of display of 
good fellowship combined with much knowledge of literature and 
art, and a vast and intimate acquaintance with writers, musicians, 
and managers. He makes it his business to haunt hotels, theatrical 
agencies, and ... to know whenever, in his language, a “newjay comes 
to town.” The jay he is after is some nian generally from the smaller 
provincial cities, who has artistic or theatrical aspirations arid a pock- 
etful of money. (p. 455) 
It is the mark of the jackal to use his wits to steal the money. Actually, if he 
is successfiil, the outsider will hand over the money. To conceal his true 
identity (thus avoiding being pursued by the police) once the ‘lay”real-
izes what has happened, the true jackal “does not carry his true address 
on his card. . . .[Rather] he communicates it confidentially to those with 
whom he has business dealings, but he carefully conceals it from the pry- 
ing world” (p. 456). 
As the example of the jackal shows, social types can be desirable or 
undesirable participants in a social system. It all depends on the social 
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world in which that type resides and how others view it. To this end, we 
recommend that we search for new ways to describe categories of persons 
who reside in our communities. Traditionally, we have used the terms 
“users” and “nonusers.” We could find no equivalent for this category in 
any of the literature that we examined. It conveys the notion of one in- 
formation world in which the library plays a fundamental part and one in 
which libraries (thus, information) have minimal value. Our backgrounds 
in public librarianship and extensive experience with outreach services 
lead us to believe that use or nonuse of public libraries has little bearing 
on the information world of ordinary people. We believe that the profes- 
sional literature should reflect a more valid picture of the information 
world outside. We might then be able to use that information to help 
people understand their worlds. To this end, we support Scott’s (1984) 
observation regarding information-seeking behaviors and the public li-
brary that, “a strong association was found between knowledge of the func- 
tions of the library and library use, fostering a greater awareness of the 
functions of the library that might have some potential for increasing li- 
brary use” (p. 136). 
Although we have not formally addressed the effect that classification 
of persons has on their approach to their information needs, programs 
and services seem to indicate that we cater to the “users” because “they” 
are like “us” and therefore understand the world of libraries. Very little is 
known about nonusers, but they are known as a “social type.” They, too, 
share a world view about us and the manner in which they may or may not 
approach us for needed information. 
Not much has been discussed about the public library’s role in the 
larger society. We do acknowledge and support this role as a vital one. In 
fact, libraries have a unique place in the lives of many people. What this 
discussion intends to accomplish is simply this: If we are to remain the 
“common man’s university,” we need to look a little closer at where that 
common man resides in the information landscape called the Knowledge 
Society. In these authors’ opinion, information must be understood as 
information in something. In the cultural sense, we mean that informa- 
tion is in the definition of how practical lives are played out. It is in the 
act of forming a world view that determines what is important in a world 
and what is trivial. Information is what brings meaning, purpose, order, 
and predictability to a social world (Chatman, 1997). 
Again, it is acknowledged that this discussion has failed to provide 
practical and useful solutions to the social and information problems iden- 
tified. However, by careful analysis of the work done by qualitative re- 
searchers, a picture can be constructed of social worlds which broaden 
the view of “nonuser” lives. Herein lies the true contribution that we 
hope to have made to the growing body of literature investigating infor- 
mation behaviors. We anticipate that the issues we discussed, the theo- 
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retical model that we developed, and the lives that we shared will increase 
the understanding regarding the potential role that libraries can play in 
response to the everyday needs of people. 
This discussion will conclude with an observation made earlier about 
knowledge-gap and information: 
One way in which we might begin to bridge the gap ...would be to 
introduce both ourselves and the items we provide as trustworthy, 
reliable, and useful to their situation. It is not sufficient to respond 
to inquiries. We suggest a more active role in which we engage in 
some basic research that would identify all members of our informa- 
tion community. (Chatman & Pendleton, 1995, p. 143) 
It is suggested that this article, with its emphasis on a conceptual 
scheme to help examine the social world of ordinary people, coupled with 
empirical studies to indicate contextual use of information, is a begin- 
ning. It would make a significant contribution to everyday lives if it could 
be fully appreciated how libraries might make information more useful to 
small world living-a place, by the way, where many of us reside. 
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Qualitative Research and the Editorial 
Tradition: A Mixed Metaphor 
D WNY P. WAL CONNIEI ALL AW VLiivFIEET 
AMTRACT 
'!&a F.I>ITORIAI, PROCFSS FOR JOURNALS in library arid information science has 
tended to follow quantitative positivist research standards. Qualitative 
research presents problems of definition, structure, voice, and meaning 
that can influence the reactions of editors arid referees, who may reject 
that which they do not adequately understand. Publication of reports of 
qualitative research projects may require some accommodation by authors, 
editors, editorial hoards, and ad hoc referees. This article discusses why 
authors should understand the editorial process-what is expected and 
what is required--and the ways in which it influences the characteristics 
of individual .journals. Editors, editorial boards, and referees should try 
to better understand what authors expect of them. Strategies for chang- 
ing this in the editorial environment can be implemented through atten- 
tion to the partnership that links authors and editors in their shared goal 
of benefitting both individual readers and the profession as a whole. 
INTRODUCTION 
Although qualitative research as such is Far from new, there has un- 
questionably been a recent noticeable growth of interest in qualitative 
studies. Qualitative approaches have extended into areas of inquiry that 
were formerly the sole domain of quantitative methods. Areas of study 
that had only recently approached universal acceptance of the quantitative 
Danny P. Wallace, School of Library and  Information Science, Kent State University Kent, 
OH 44242-0001 
Conriir Van Flcct, (:enter for the Study of Librarianship, School of Lihr-aryand Informa-
tion Science, Kent State University, Kent, OH 4424p-0001 
LIBRARY TKENDS, Vol. 46, No. 4, Spring 1998,pp. 752-769 
01998 The Board of Trustees, Lniversity of Illinois 
WALLACE & VAN FLEET/EDITORIAI, TRADITION 753 
domain have found that acceptance modified by the introduction of quali- 
tative methods. Scholars have employed qualitative paradigms to ques- 
tion the research traditions of entire fields of study. Growing recognition 
of the value, whether real or perceived, of qualitative research has pro- 
duced disagreement, conflict, a vast volume of rhetoric, and not a small 
amount of confusion (Mellon, 1990, p. 6). The growth ofinterest in quali- 
tative research in library and information science has been subject to the 
additional stress of occurring in a time frame that overlaps substantial 
concern for the absence ol‘rigorous quantitative research in the field. 
The dissonance accompanying increased interest in qualitative meth- 
ods has not bypassed the editorial process. Editorial procedures, philoso- 
phies, and traditions have been challenged by the shift to different ways 
of thinking about research. Authors reporting the results of qualitative 
studies feel that the editorial process is too rigidly tied to the paradigm of 
positivist scientific research. Editors, editorial board members, and refer- 
ees accustomed to the predictable rigor of quantitative studies encounter 
equal difficulty in interpreting and assessing qualitative studies. 
THEEDITORIALPROCESS 
Accommodating what many consider to be a new paradigm for under- 
standing essential phenomena requires a broadening of the range of accept- 
able scholarly products. This need for expanded flexibility creates a natural 
tension with the basic purpose of the editorial process for scholarly works. 
That purpose, which can be stated succinctly and without ambiguity, is the 
quality assurance of scholarly publications: “Editors believe that their respon- 
sibility is to provide a forum for quality scholarly research in terms of style, 
content, and timeliness” (Steffens 8c Robbins, 1991, p. 201). 
“Disciplines are frequently judged by their literatures. The formal 
literature, especially the journal literature, is the primary means of com- 
munication across the entirety of a field” (Budd, 1992, p. 42). The impor- 
tance of the published record is generally accepted but rarely questioned. 
Publication in any area of endeavor takes place for a variety of reasons 
and addresses a range of purposes. Beals (1942) characterized publica- 
tions in library and information science as consisting of “glad tidings, tes- 
timony, and research” (p. 165). In his analysis, publications in the former 
two categories were numerous but of limited utility, while the last was grossly 
under-represented in the literature of the time. A later characterization 
called attention to the problems of “sad tidings, lamentation, and anti- 
research,” and found that all three are present in abundance in the re- 
cent literature of library and information science (Van Fleet & Wallace, 
1992). Even within the context of seemingly universal acceptance of the 
roles and contributions of research to professional knowledge and prac- 
tice, the need for research in library and information science is frequently 
questioned. When controversy over approaches to research is added into 
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the equation, the tendency to reject the validity of all research may be a 
natural outcome. 
The publication of research results plays a variety of serious roles, 
including providing intellectual and methodological context, crediting 
the contributions of other works, providing a base on which to build fur- 
ther research, and establishing responsibility for the work reported 
(Macrina, 1995, p. 69). Each of these roles, which reflect further on the 
basic principle of ensuring quality of style, content, and timeliness, has 
influenced the editorial environment for scholarly publishing. The charge 
to the editor is precise and demanding; the responsibilities of the editor 
are both intensive and extensive. 
McCook (1992) has described editorial responsibility as comprising 
three phases: identihing audience, selecting manuscripts, and preparation for  
publication. In the first phase, the editor must determine the audience of 
the journal and develop a strategy for meeting the needs of that audi- 
ence. In the scholarly publishing environment, the audience is generally 
specialized and highly focused but not necessarily self-defining. Assum- 
ing that the audience for a journal supported by a membership associa- 
tion consists wholly and exclusively of members of the association can be 
an error with appalling consequences. In an era during which a change 
is occurring in the research paradigm of a field of study, it may be unex- 
pectedly difficult to precisely identify a journal’s audience. 
The second phase of the editorial process focuses on selecting, from 
the population of manuscripts submitted, those that actually merit publi- 
cation. Although nearly all scholarly journals accept unsolicited manu- 
scripts within the context of a carefully formulated set of instructions to 
authors, the role of the editor is frequently more proactive than reactive. 
An effective editor consciously strives to maintain an awareness of the 
range and depth of research in the field and actively explores opportuni- 
ties to reflect all dimensions of the field in the journal. The editor of a 
scholarly journal must maintain a healthy balance between unsolicited 
and solicited manuscripts, with both categories undergoing a consistent 
and equitable review process. 
The first and second phases of the editor’s responsibility require a 
comprehensive understanding of the purposes of publications. The prag- 
matic, sometimes skeptical, principles of the “publish or perish” nature of 
the academic environment cannot be lightly dismissed. “Regardless of 
the setting in which scientific research occurs, publications have become 
a stock in trade. In academic settings, publications help scientists with 
grants, promotions, tenure, higher salaries, and professional prestige” 
(Macrina, 1995, p. 70). The pragmatic contributions of publication to 
the career success of the researcher have played an essential role in the 
development of .editorial processes. The ways in which publication can 
serve purposes other than the advancement of knowledge have had a 
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profound impact on the development of editorial philosophies, policies, 
and practices. Recognition of the potential for cynical motives underly- 
ing submission of manuscripts for consideration has served to underline 
the need for rigorous review of manuscripts prior to publication. 
Scholarly journal publishing has in most fields been accompanied by 
the development of a system of peer review by editorial boards and/or 
peer referees. “In most disciplines. . .the editor does not have the sole 
responsibility for determining journal content. The penchant for quality 
control virtually insists that more individuals be involved in the manu- 
script review process. For this reason peer referees are recruited from the 
field to apply their knowledge to the question of which to accept and 
which to reject” (Budd, 1992,pp. 49-50). 
The third aspect of editorial responsibility is preparation of the manu- 
script for publication. The rigors of the editorial review process have in 
many cases produced a certain uniform identity for articles published in 
any given journal. Nearly everyjournal has its unique look, feel, and char- 
acter. That character is reflected in superficial attributes such as article 
length, typography, use of a particular stylesheet, and presentation of 
nontextual material. The personality of the journal is represented less 
formally in areas such as a tendency to publish a particular category of 
research, perceptions of the methodological rigor of the articles published, 
and status of the journal as reflected by various subjective and/or objec- 
tive measures. Even within a family ofjournals, such as those that share a 
publisher, there are variations in the characteristics of individual journals 
that lead to a feeling of pronounced uniqueness for each journal. 
The somewhat uniform character or personality of an individualjour- 
nal, in itself a result of the editorial process, also has a profound influence 
on the editorial process. The journal’s editor, editorial board, and refer- 
ees naturally develop a shared vision of the nature of the journal. At its 
logical extreme, this shared vision results in an environment in which 
editorial decisions are nearly binary-i.e., a manuscript either matches or 
does not match the accepted profile of the journal. When manuscripts 
are presented that challenge or stretch the shared profile, the tendency is 
to reject the manuscript as being out of scope, of inferior quality, or both. 
The implications for a journal serving a field affected by a changing 
or emerging paradigm may be grave. The scholarly journals recognized 
as being of critical importance and high quality will tend to be aligned 
with the preexisting paradigm. Recognition of the newer paradigm may 
lead to the creation of new journals but cannot be fully achieved unless 
the new journals attain the status of the established journals or these es- 
tablishedjournals accept the validity of the emerging paradigm. The chal- 
lenges to the editorial process are substantial and may be perceived as 
threats, as is true with any challenge to a body of tradition. 
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DEFINITIONS 
Definition, both conceptual and terminological, is a fundamental 
problem of qualitative research. From a conceptual point of view, there is 
a distinct lack of uniformity in description and discussion of the relation- 
ship between qualitative and quantitative research. Mellon (1990) con- 
tended that the two “might more appropriately be considered as opposite 
ends of a research spectrum that combines varying amounts of descriptive 
and statistical data” (p. 19). Fidel’s ( 1993)view, though, is that: “Qualita- 
tive research is essenticclly different from quantitative research; the differ- 
ence between them is not a matter of degree, and in some aspects, the two 
are opposites”(p. 220). Given this divergence of views toward the basic 
nature of the qualitative domain, it is hardly surprising that it is difficult 
to identify concise and consistent definitions of specific terms. 
As Bradley and Sutton (1993) pointed out in their introduction to a 
ymposium issue on qualitative research: “In spite of the 
of the distinction between qualitative and quantitative 
research, the lack of consistent usage makes a comprehensive definition 
difficult, and the diversity in methodological approaches that claim some 
qualitative connection threaten [s] to call into question the usefulness of 
the label altogether” (p. 405). Although the term gualztatiue has been 
chosen as the key term for the present article, it is riot universally ac- 
cepted nor is there any uniform definition for the term. Similarly, this 
article has attempted to employ the phrase “qualitative research” with some 
consistency, although the nouns “inquiry,” “methods,” and “scholarship” 
appear frequently both in the present work and in the broader literature. 
The variety of terms used as synonyms, near-synonyms, or  quasi-synonyms 
makes understanding the qualitative research paradigm a potentially in- 
timidating process. 
Is all nonquantitative research qualitative research? As a specific in- 
stance, does narrative history derived from documentary and archival 
sources constitute qualitative research? Glazier and Powell (1992) distin- 
guish between qualitative and nonqualitative research, defining 
nonqualitative in ternis that suggest congruence with definitions of quan- 
titative research while avoiding use of the term “quantitative.” If this is a 
valid distinction, how may the two concepts be defined? Is quantitative 
research inherently nonqualitative? Are there forms of nonqualitative 
research that are also nonquantitative? Are there forms of qualitative 
research that are also quantitative? Can quantitative data be presented in 
a report of a qualitative study? Is naturalistic research necessarily either 
qualitative or nonquantitative? Does the development arid explication of’ 
grounded theory require the employment of qualitative methods? Are 
ethnographic studies inherently qualitative? What is post-positivist re- 
search? None of these questions can be easily or definitively answered. 
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A problem for an individual involved in the editorial process is that 
qualitative research is unlike pornography in that one does riot necessar- 
ily know it when one sees it. Similarly, qualitative research is not like art: 
the viewer does not necessarily know what he or she likes. To many advo- 
cates of-qualitative research, the meaning of the term and its differentia- 
tion from other terms are essentially self-evident. To the uninitiated, un- 
schooled, or skeptical, the distinctions may be matters of semantic vagary 
or seem to be the outcomes of deliberate obfuscation. A grounded theory, 
a term readily interpreted only by the cognoscenti, has been defined as a 
theory “that is inductively derived from the study of the phenomenon it 
represents” (Strauss & Corbin, 1990, p. 23). Since all modern scientific 
research since the time of Sir Francis Bacon has been based on the prin- 
ciple of induction, the distinction between the logical positivist definition 
of inductive research and the definition of inductive employed in the con- 
text of grounded theory processes can easily seem to be excessively subtle. 
A consequence of the terminological quagmire in which qualitative 
research is currently trapped is that editors, editorial board members, and 
referees are presented with a wide variety of unfamiliar terms that are 
used inconsistently by different authors. It is not difficult to understand 
the resultant conceptual and terminological dissonance. Although it may 
seem to be essentially unfair, the author of a manuscript reporting results 
of a qualitative study at present may have a much greater obligation to 
define and describe the methodology, its value, and its implications than 
does the author describing the outcomes of a survey, an experiment, or a 
narrative history. When faced with a review environment in which it is 
uncertain whether the individuals and groups responsible for evaluation 
and decision-making will share the author’s understanding of a concept 
area, the author has no choice other than to provide explicit and com- 
plete definitions. 
REACTION, RECONSIDERATION, AND REJECTION 
The growth of interest in qualitative research has been met with a 
mixture of caution, skepticism, and occasional scorn. In Davis’s (1990) 
words: “For better or worse, librarians have discovered qualitative research. 
For better, because naturalistic inquiry has much to offer librarianship. 
For worse, because librarians probably will use it as yet another excuse for 
avoiding mathematics in general and statistics in particular” (p. 327). 
Many proponents of qualitative research have elected to describe the 
benefits of qualitative approaches to understanding human and natural 
phenomena largely or primarily in terms of the limitations and failings OC 
quantitative scientific research. The rhetoric used to describe the contri- 
bution of qualitative research has had a notable tendency toward over- 
statement and has included contentions such as the following: “It has long 
been felt by many that quantitative measures are inappropriate for 
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evaluating and understanding libraries” (Wilkerson, 1990, p. 120). In 
some cases, scientific research as founded in the principles of logical posi- 
tivism (an expression largely absent from the vocabulary of quantitative 
researchers) has taken on the appearance of a straw man. Quantitative 
scientific research has been described as rigid, unitary, unforgiving, artifi- 
cial, and mechanistic. Qualitative research has been described as flexible, 
multifaceted, responsive, humanistic, and naturalistic (although rarely 
natural). To the objective or reflective observer, neither characterization 
of the terms is entirely accurate or completely valid. 
The response of some scholars schooled in the traditions of mostly 
quantitative scientific research has been fairly predictable. Quantitative 
research as understood and described by quantitative researchers is very 
different from the same phenomenon as understood and described by 
proponents of qualitative research. This terminological and conceptual 
dissonance has resulted in a tendency on the part of quantitative research- 
ers to reject qualitative methods more or less out of hand. There is an 
interesting phenomenon at work: qualitative researchers who built their 
basic methodological tenets on rejection of what they viewed as the essen- 
tial characteristics of quantitative research have seemingly been astounded 
to find that quantitative researchers may reject qualitative research on 
precisely the same grounds. 
Although qualitative research has frequently been described in terms 
of an alternative paradigm to quantitative research, it is very unclear 
whether the distinction between the two approaches to research is great 
enough to constitute a true paradigm shift. It certainly does not seem as 
if the rise of intercst in qualitative research resembles the sort of funda- 
mental revolution described by Kuhn (1972). In library and information 
science in particular, it does not really appear that any research base has 
assumed a dominant enough role to be considered a paradigm for the 
field. From the point of view of the impact of research on professional 
practice, and the translation from research to practice to societal benefit, 
nearly all library and information science research, whether quantitative 
or qualitative, must be considered exploratory. The concept of a domi-
nant research paradigm carries limited weight in such circumstances. 
Ultimately, researchers in all domains need to accept the potential 
contributions of all approaches to research: “Any attention to research, 
especially in the professional literature, should be good news” (Davis, 1990, 
p. 327). “In gathering data for theory building, all appropriate method- 
ologies must be considered. It is pointless to debate which methodologies 
may be ‘better”’ (Grover & Glazier, 1985, p. 250). Rejecting quantitative 
methods on qualitative grounds is no more logical or beneficial than the 
reverse. 
Open-mindedness is especially essential in the editorial context. It is, 
however, an inevitable function of research that certain methods, tools, or 
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paradigms attract attention during certain periods of time. Library and 
information science research has seen rather clearly defined periods dur- 
ing which experimentation, surveys, bibliometric analysis, factor analysis, 
or qualitative studies, among other approaches, seemed to be the domi- 
nant forms of inquiry, especially among doctoral students. This is not 
essentially a matter of a research fad but may appear to be so. Ultimately, 
“the research problem must determine the research approach. . . .No single 
approach fits every problem; a choice must be made” (Westbrook, 1994, 
p. 242). The definitive issue is not a matter of which research method 
has been used but of whether it has been appropriately and rigorously 
applied to the research problem at hand. 
STRUCTURE 
Generations of authors, editors, and associated interested individuals 
have grown to recognize, accept, and approve a rather specific structure 
for scholarly publications. A brief and cogent introduction precedes a 
description of the research question, which may be accompanied by ex- 
plicitly stated scientific hypotheses. Thereafter, the author provides an 
explanation of the methodology, the application and results of that meth- 
odology, a focused discussion of the results, and an analysis of the results 
that may include the application of quantitative methods. The presenta- 
tion generally concludes with an explication of the author’s views of the 
implications of those results and in many cases suggestions for further 
study of the basic problem at hand. This format has been followed for 
thousands of doctoral dissertations, many of which have formed the model 
for one or more publications. Quite often, it has been possible to use 
adherence to the expected structure and order of presentation of a schol- 
arly manuscript as a preliminary criterion for assessing the quality of the 
manuscript. 
Qualitative research is frequently framed in terms of preparation of a 
narrative that matches the specific nature and requirements of the re- 
search project rather than any particular model of, or structure for, pre- 
senting results. Authors of qualitative research reports are encouraged 
to search for the appropriate narrative stance from which to convince the 
reader (Richardson, 1990, pp. 54-56). To a researcher whose experience 
is mostly with presenting quantitative results, the notion that “we choose 
how we write” and that these “choices have poetic, rhetorical, ethical, and 
political implications” (p. 64) may seem foreign, difficult to accept, and 
generally antithetical to the rational view of scientific inquiry. 
VOICE 
Reporting the results of a research project is a very specific and tai- 
lored application of language. The challenge for the author is to find the 
language that best expresses the processes, results, conclusions, and 
implications of the research project. The challenge for the editor, edito- 
rial board member, or referee is ensuring that the language provided by 
the author will be irnderstandable to the reader. Far too often, authors 
are guilty of writing exclusively for readers who have a predisposition to 
understand the research project. Equally too often, editors, editorial board 
members. and referees have a tendency to be receptive only to those re- 
search projects they can theniselves readily understand and assimilate. 
The potential for a mismatch between the process of authorship and the 
editorial process is obvious. 
Lindlof (199.5) has pointed out that “the classical view of science in- 
duced what amounts to a ‘trained incapacity’ among many scientists to 
use, or even recognize, language as a critical part of their work” and that 
in the traditional scientific approach to research “writing and formats were 
viewed as nrii tml instruments for reporting science. Mathematical notation 
was considered the ideal way to enact this version of science” (p. 247). 
For many scholars educated in the traditional, essentially quantitative, 
research paradigm, it was felt to be necessary that the personality of the 
researcher be, to the greatest extent possible, excluded from the prepara- 
tion of the research report. This was facilitated through the use of deter- 
minedly factual third-person narratives in which adjective and adverb 
modifiers were used sparingly if at all. These principles have become a 
standard part of editorial practice arid policy and have found their way 
into the instructions given to prospective authors ofjournal articles. 
A fundamental characteristic of much qualitative research is the un- 
derstanding that the researcher cannot be and should not be divorced 
from the research process or from the subject of the research process. 
Authority in a qualitative research report is established not through the 
application of established and unimpeachably objective methodologies 
but through the preparation of an essentially personal narrative presence 
(Lindlof, 1995, p. 248). Reports on qualitative research are therefore 
often presented in the first person and frequently are very personal in 
nature. To the editor, editorial board member, or referee schooled in the 
quantitative research paradigm, the presentation of a rather intimate first- 
person narrative often seems jarring, distracting, and amateurish. Over- 
coining this interpretation is a task of which the author of a manuscript 
based on a qualitative research project must be aware and to which edi- 
tors must attend. 
MEANING 
Because of the very personal nature of observation and reporting, 
many discussions of qualitative research emphasize the possibility that the 
results of this type of research may be neither transferrable nor generaliz- 
able. The essential task for the author is to explain why such results are of 
interest. In a fundamentally pragmatic field such as library and information 
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science, editors, editorial board members, and referees very naturally have 
considerable difficulty in understanding why the readers to whom they 
feel substantial responsibility should be interested in, or concerned with, 
research that does not lead to transferrable, generalizable, or applicable 
results. 
Regardless of the nature or specific techniques employed in a research 
project, mere reporting of procedures and results is never sufficient. Edi- 
tors, editorial board members, referees, and readers of research reports 
expect, and are entitled, to read articles that convey results, analysis, and 
meaning. Although the mathematical formula may stand as the model 
for the presentation of results of quantitative research, a manuscript pre- 
sented in purely mathematical terms would have extremely little potential 
for being accepted for publication. In fact, many journals that tend to- 
ward highly quantitative articles request that referees assess a manuscript’s 
potential for being understood by readers who are not prepared to assimi- 
late the quantitative content. The telegraphic mathematical presentation 
may in some contexts seem to be the ideal but is in reality almost never an 
acceptable publishable approach to the presentation of a manuscript. Few, 
if any, journal editors explicitly evaluate qualitative research on the basis 
of a manuscript’s potential for being understood by readers who are not 
prepared to understand the qualitative content. Expecting readers to 
automatically understand qualitative research, though, is clearly no more 
reasonable than expecting readers to automatically understand quantita- 
tive research. 
Far too many authors of reports based on qualitative research are 
seemingly reluctant to provide analysis of results and provide the reader 
with clues as to the meaning of the results. Extensive discussions of tar- 
geted populations, samples derived from those populations, methods for 
studying the samples, and results of those methods are presented with no 
meaningful analysis of results and no suggestion of what those results may 
imply. Presumably the author expects that the reader will want to reach 
his or her own conclusions. In a practical field such as library and infor- 
mation science, this is a particularly unreasonable and inappropriate ex- 
pectation. The researcher writing for other researchers may have some 
right and opportunity to assign the task of interpretation to the reader. 
The researcher writing for a population of readers consisting primarily of 
practitioners has an absolute and infallible obligation to present analyses, 
conclusions, and interpretations as well as methods and results (Mellon, 
1990,p. 98). There is, in some ways, an interesting paradox in the presen- 
tation of qualitative research results: although many authors firmly be- 
lieve in the inclusion of the researcher’s personality in the research pro- 
cess and the presentation of results, many appear to be convinced that 
the author’s personality should not be extended into the realm of inter- 
pretation and conclusion (Mellon, 1990,pp. 100, 103). 
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To a considerable extent, this reluctance to guide the reader toward 
conclusions is codified in the literature of qualitative research. A typical 
piece of advice to writers of qualitative research reports is: “Give serious 
thought to dropping the idea that your final chapter must lead to a con-
clusion or that the account must build toward a dramatic climax” (Wolcott, 
1990, p. 55). There is the implication that providing a conclusion is un- 
necessary coddling of the reader, who should be able to use what has been 
read to formulate his or her own conclusion. An extension from this 
principle is the notion ofthe “in-progress paper,” a research product that 
explicitly acknowledges the ongoing nature of the inquiry and deliber- 
ately avoids the notion of “writing up final results” (Richardson, 1990, p. 
49). Articles based on quantitative studies typically achieve this sense of 
continuity by following a section on the implications of the results with a 
section on anticipated potential future research efforts; this approach 
provides closure for the article itself while maintaining recognition of the 
need for continuing study. 
WHATTHE AUTHOR OF THE EDITORIAL VERSUSEXPECTS PROCESS 
WHL4TTHE EDITORIAL OF THE AUTHORPROCESS EXPECTS 
Discussions of qualitative research tend to give a great deal of empha-
sis to the process of “‘writing up’ in all phases of the research process” 
(Bradley, 1993, p. 446). Careful textual recording of results, notes, ques- 
tions, and impressions is a consistent emphasis of qualitative methods. 
This process, however helpful to the research in progress, has the poten- 
tial for being detrimental at the point of submission of a manuscript for 
publication. As noted previously, “the expectations of the scientific re- 
search community for the structure of a research article are well estab- 
lished, and most articles from quantitative traditions in the social sciences 
follow that format. The formats for presenting the results of qualitative 
work are not nearly so fixed, although different traditions and qualitative 
research communities have their expectations and criteria for effective 
reporting” (Bradley, 1993, pp. 446-47). Disagreement between the author’s 
expectations of‘the editorial process and the editor, editorial board mem- 
ber, or referee’s expectations of the author are at the heart of the mixed 
metaphor of the interaction between qualitative research and the research 
tradition. 
Authors and editors share a common expectation-i.e., respect. The 
author expects the editor to acknowledge the effort, integrity, and unique 
contribution of the research process that led to the manuscript being con- 
sidered for publication. The editor expects the author to recognize the 
niche of the journal in which publication is sought and to frame a manu-
script that matches the expectations of the topic, the audience, and the 
editorial policy of the journal. When the accepted or acceptable research 
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paradigm of a field is in a state of transition, the potential for reciprocal 
failures in delivering the anticipated respect is heightened. 
Researchers working in areas that are topically or methodologically 
new mayjustifiably feel that they are at a disadvantage when entering the 
process of seeking publication of their results. i t  would be an unusually 
naive researcher who did not recognize that each journal has its own per- 
sonality. Finding the successful match between the character of the 
research product and the personality of the journal can be an intimidat- 
ing undertaking. An author may feel that it is necessary to unduly com- 
promise the nature of the research process to match a manuscript to a 
journal. This perception of unwarranted compromise, frequent enough 
among researchers employing innovative quantitative methods, may be 
overwhelming when an author of a qualitative research report seeks pub- 
lication in a journal with a largely quantitative tradition. The author re- 
ceiving a negative decision or a request for revision from the editor may 
feel that such action represents a fundamental failure to understand the 
qualitative research paradigm and its manifestations. 
The editor, on the other hand, expects that authors will form a famil- 
iarity with the journal that will lead to a manuscript that matches the 
journal’s policies and traditions to an acceptable degree. Adherence to 
an accepted research standard may be manifested in an expectation of a 
manuscript that adheres to an anticipated format within a reasonable level 
of tolerance. Factors that seem fundamental to the author, such as the 
use of first person narrative rather than third person, may seem to the 
editor, editorial board, and referees to be trivial and unexpected diver- 
gences from the norm. individuals involved in the editorial process may 
conclude that the author was inattentive to the nature and needs of the 
journal and deliberately or wantonly submitted a manuscript that was a 
mismatch for those needs. 
STRATEGIESFOR CHANGE 
Advice to Authors 
Every author has a set of obligations to fulfill. Among these are hon- 
esty, integrity, and clarity. The obligation of honesty is in most ways an 
obvious one: any author is expected to properly attribute ideas and facts, 
to employ analytical tools in a legitimate manner, and to report results 
accurately. in the area of integrity, the author is expected to observe 
accepted ethical guidelines such as those for research involving human 
subjects, select a methodology appropriate to the research question or 
problem, engage in activities that ensure validity and reliability of results, 
and strive to interpret results in an accurate and unbiased manner. 
Clarity is perhaps the most stringent of the author’s obligations in 
that the honesty and integrity of the research undertaking are conveyed 
through the act of authorship. The author is responsible for providing a 
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description of the research problem, the research process, and the results 
that can be understood by the reader with a minimum of additional ef- 
fort. The need for clarity is greatly intensified in a practice-based disci- 
pline such as library and information science, in which many readers are 
not themselves researchers. The author is charged not only with explain- 
ing what was done and the results thereby obtained but also with explain- 
ing why it was done and what is implied by the results. 
The author who effectively writes with clarity as the paramount rule 
has the greatest potential for success both in surviving ajournal’s editorial 
process and in influencing the readership of the journal, which is the 
ultimate goal of publication. Returning to the contention that “audience 
is all” (McCook, 1992),the author must carefully assess the potential au- 
dience for what is being written. Although writing is a personal process, 
the author does not write for self. Although publication depends on edi- 
torial acceptance, the author does not write for the editor, editorial board, 
or referees. Although publication may be a requisite for tenure or pro- 
motion, the author does not write for faculty personnel committees. The 
author writes for the reader, who is usually a practitioner: “If ... authors 
write to communicate, they should strive to insure that the fruits of their 
labor are read. It is in the reading, not in the writing, that the service 
function of communication is realized” (Budd, 1992, p. 43). The effec- 
tive author in library and information science should assume a readership 
of intelligent, but not necessarily research-oriented, professionals. 
Every researcher assumes a specific persona for the act of authorship. 
This persona may be constant across different acts of the same author or 
may vary from publication to publication. A key element of addressing 
the task of writing is a working understanding of that persona and how it 
affects the reporting of research results. 
Traditionally, scientific publishing has assumed a rather neutral per- 
sona, a supposedly objective observer of the external natural universe. 
This assumption has resulted in reliance on third person narrative, inclu- 
sion of statistical or mathematical notation, construction of quantitative 
tables or figures, and a very constrained use of’descriptive prose. Propo- 
nents of qualitative research tend to favor a more personal “narrative pres- 
ence” (Lindlof, 1995) that recognizes the impossibility of separating the 
observer from that which is observed. Such a narrative is iisually written 
in the first person, is consciously subjective, makes limited use of quantita- 
tive content, and tends toward figures that are logically or descriptively 
schematic. 
Whether the research reported is quantitative or qualitative, whether 
the report is objective or subjective, regardless of whether first or third 
person is employed, the author must be conscious of, and carefully pre- 
serve, the relationship between personality and persona. Personality and 
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persona cannot be completely separated nor can they be completely 
identical. The author who overly personalizes the narrative risks sinking 
the impact of the results into a morass of impenetrable narrative prose. 
The author who excessively divorces personality from persona risks pre- 
senting a manuscript that is stilted and dehumanized. The author’s chal- 
lenge is to find the appropriate balance. This balance is not tied to any 
particular style or approach but is a fundamental element of the search 
for clarity. The best authors find a balance that makes personality and 
persona coterminous but not synonymous. 
The paramount obligation of the author working in a domain that is 
perceived as being new territory for the journal is to enhance clarity to 
the greatest extent possible. The reader needs to be told why the re- 
search endeavor is important, why and how the methodology is appropri-
ate, how much trust to place in the results, and what the results mean. 
One of the patterns that has emerged with the rise of qualitative research 
is a tendency toward over-explication of methodology to the point of ap- 
parent defensiveness. Although the author has an absolute responsibility 
for explaining and justifying the methodology employed, it is possible to 
go too far. Again, the author must assume intelligence, although not fore- 
knowledge, of the specific context for, or techniques employed in, the 
research project being reported. For the most part, the author should 
describe and explain the specific procedures and tools employed, not the 
entire domain of qualitative research. The survey researcher is not ex- 
pected to provide a complete treatise on the nature of, and need for, 
survey research. The bibliometrician is not required to provide a com- 
plex definition of bibliometrics. The ethnographic researcher is, like-
wise, not required to define and justify all of ethnography. Every re- 
search author is, however, obliged to provide an appropriate sense of con- 
text as a framework for understanding the specific project being reported. 
Advice to Editors, Editorial Boards, and Referees 
The obligations of editors, editorial boards, and referees are essen- 
tially the same as the obligations of authors, one step removed. Because 
the editorial process is subsequent to the conduct of research and the 
preparation of a manuscript, the participants in the editorial process are 
placed in a position of reacting to, rather than driving, the research pro- 
cess. The major obligation of the editor, editorial board, and referees is 
to evaluate the honesty, integrity, and clarity of the manuscript. Advising 
on the acceptability of the manuscript for publication is an outgrowth of 
the primary obligation, as is providing feedback to the author that may 
result in improvement of the manuscript. “While the author is respon- 
sible for the paper itself, the referee shares in the responsibility for its 
publication; papers do not get published without some sort of active ap- 
proval” (Budd, 1992,p. 50). 
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The editor has a very important obligation with regard to the referee- 
ing process. Budd (1992, pp. 55-59) has described the potential for bias 
in the refereeing process. The editor of a scholarly journal cannot be 
expected to assume total responsibility for making decisions regarding 
the acceptance or rejection of manuscripts submitted for publication, nor 
can the editor assign all responsibility to an editorial board or ad hoc 
referees. The editor has a very distinct responsibility for guiding and di- 
recting the refereeing process to ensure maximum objectivity and mini- 
mum bias in the decision-making process. This may entail rejecting the 
recommendations of referees regarding specific manuscripts or the re- 
moval of specific individuals from editorial boards or panels of ad hoc 
referees. 
The participants in the editorial process are primarily dependent on 
the clarity of the manuscript to provide clues to honesty and integrity. 
Preexisting knowledge of the research models or techniques employed by 
the researcher can be a valuable tool, but most editors fully understand 
that such knowledge may not be readily available. Editors, editorial board 
members, and referees strive to emulate their perception of the typical 
member of the audience for the journal and to read from that point of 
view. 
It is easy for an editor or referee to adopt an attitude of excessive 
adherence to the rules presented to prospective authors. With regard to 
person, for instance, the instructions for Library Trends manuscripts ex- 
plicitly state that authors should “avoid using ‘1’ (except when expressing 
opinion), ‘we’ (except when giving opinions of joint authors), or ‘you.’ 
Especially in text relying on opinion or personal experience, avoid exces- 
sive informality; consider using a literary essay style” (Author Instructions 
for Preparation of Manuscripts for Library Trends, 1998, p. 2 ) .  The editor or 
referee who takes this stricture too literally may fail to recognize that, in 
the emerging qualitative research tradition, essentially all narrative ac- 
counts are viewed as being statements of opinion and a considerable 
amount of informality may be considered to be far short of “excessive.” 
Just as the author must maintain a balance between personality and 
persona, the editor or referee must maintain a balance between preserv- 
ing the style of the journal and preserving the intent of the author and 
the integrity of the research project. Although maintaining the unique 
personality of the journal is an appropriate and essential goal, journal 
personalities, like human personalities, must evolve over time. Recogni- 
tion that accommodating a particularly valuable manuscript may require 
some deviation from the norm is a reasonable expectation. This does not 
mean that the author’s wishes must, in every case, be granted. Accepting 
a manuscript written in the first person because understanding of the 
research project and its results is best facilitated via a personal narrative is 
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a reasonable accommodation. Accepting a manuscript written in the first 
person when ideas could just as effectively be conveyed in the third is not. 
This leads to another editorial obligation. It must be understood by 
all parties involved in the editorial process that style itself is not an indica- 
tor of a particular approach, model, or method. The inclusion of num- 
bers does not make a research report quantitative, just as writing in the 
first person does not confer qualitative status. The reader with editorial 
responsibility must be able to reach beyond the superficial stylistic quali- 
ties of the manuscript and make judgments based on the merits of the 
content. 
CONCLUSION 
The need for flexibility and acceptance of diverse approaches to re- 
search has clearly been met to a considerable extent in the literature of 
library and information science. Reports of qualitative studies have been 
published in a broad cross section of mainstream journals. A series of 
articles published in the Journal of the American Society for Information Sci- 
ence, historically one of the most quantitatively oriented journals in the 
field, employed ethnographic techniques to study sense-making in work 
planning (Solomon, 1997a, 1997b, 1997~).  White and Wang’s (1997) Li-
brary Quarterly article employed a largely qualitative approach to studying 
the citing behavior of researchers, an area of inquiry dominated by quan- 
titative studies. Chatman’s (1992) exploration of the information envi- 
ronment of older women received a best book award from the Association 
of College and Research Libraries. 
The criteria of quality and rigor-of honesty, integrity, and clarity- 
on which reports of research are ultimately evaluated apply equally to all 
methods of inquiry. The value of a specific method or family of methods 
depends on the appropriateness of the method to the problem. A re-
search report is meaningful only if it addresses a problem of interest to 
the reader, who is the ultimate judge of the importance of the research 
endeavor. The author of a research report has an obligation to help the 
reader find meaning. 
The editor-and by extension the editorial board and ad hoc refer- 
ees-serves as an agent both for the author and for the reader. The edito- 
rial process is intended to facilitate a partnership in which the author 
extends to the reader a source of beneficial knowledge. As is true of any 
partnership, this collaboration can work only when all involved parties are 
committed to the endeavor and share a joint vision of the desired out- 
comes of the process. This necessarily complex partnership can and does 
provide opportunities for all forms of scholarly inquiry but requires that 
all participants work diligently to encourage and protect the efforts of 
one another. The mixed metaphor of the editorial process and qualita- 
tive research can and will become a matter of common parlance. 
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